Kev Templates English 


Subject Templates Description Templates 


No Customer Response. Ended |Chat ended by CCR due to cust inactivity after 2.5 

by CCR mins. No actions taken 

Chat ended by CCR. The customer lost connection. No 
actions taken 


No Customer Response. Ended |Chat ended by cust. No action taken | 


| 


by Customer 


Sorry, | meant: 
Opening 


How may I be of assistance? 
Hi | am really good. Thanks for asking. What about you? 
Hello, how may | help you? 


Hello, | am Kevin and I will be glad to assist you. Your case was escalated to me, let me review 
the previous messages to properly help you. 


Closing/Survey 


Is there anything else | can help you with? 

Is there anything else | can assist you with? 

You are welcome. 

Thank you for choosing MoneyGram. Have a wonderful day. 
Thank you for choosing MoneyGram. Have a wonderful night. 


Please be advised that you will be prompted to complete a brief survey at the end of this chat. Your 
feedback is very important to us and we would like to hear about your experience. 


Would you mind taking a brief survey after the chat? Please rate 7 it will help me a lot. Thank you for 
choosing MoneyGram. Have a wonderful day. 


Timeout 


Thank you, one moment. 

Thank you for keeping the chat active. 

If there is no response, the chat session will end automatically. 

Please reply to avoid this Chat end automatically. 

Please note the chat could end due to inactivity on your end. 

Please note the chat is set to time out if there are no responses from your side. 


Helpful Text 


Thank you for verifying those details. 


Thank you for the information. 

Thanks for verifying your account. 

Thanks for verifying your account. Please allow me a moment while | check this for you. 
Please allow me a moment while I check this for you. 

Please allow me a moment while | check the information. 

| am sorry for the delay on my part. 

| am still working on your request. 

Please allow me a moment. 

Please allow me a moment while work on your request. 

Thanks for your time. 

Thanks for your time. | am still working on your request. Please allow me a moment. 
Thank you again for all of your time. 

Thanks for your patience. 


Empathy 


| am sorry you are having issues sending money. | will be glad to check this for you. 

I am sorry you are having issues logging in. | will be glad to check this for you. 

| am sorry your recipient is having issues to receive the money you sent. | will kindly check this. 
| am sorry you are having issues with your money transfer, | will kindly check this for you. 

| am sorry your transaction was canceled | will kindly check this for you. 


| will be glad to check that information for you. 
| will be glad to assist you with that information. 
| will be glad to check your transaction for your request. 


Verification 


In order to properly assist you, could you please verify your full name and date of birth? 
In order to properly assist you, could you please verify your date of birth? 


In order to properly assist you, | will need to verify some details in our system. 

May I have your date of birth? 

May | have the email address associated with your MoneyGram account? 

May I have your middle name? 

May I have your full name as it appears on your MoneyGram profile? 

How does your name appear on your MoneyGram online account? 

How did you enter your name when you set up your MoneyGram online account? 

Could you please log in to your MoneyGram profile using the website to check your name? 
Please click on the option View Profile Info located on your MoneyGram online account to check 
your name/date of birth. 

Please log in and click on the option View Profile Info to check your name. 

How does your name appear on your MoneyGram online account? Log into your MoneyGram Profile, click 
on View Profile Info. 


Transaction Verification 


May | have your reference number? 

May | have your full name as it appears on the receipt? 

May | have the receiver's full name as it appears on the receipt? 
Could you please provide me with your reference number? 


May I have the receiver's name as it appears on the transaction? 
May I have the sender's full name? 


Clarifying customer’s request 


Could you please clarify your request? 

Would you explain a little more so | can assist you properly? 
Would you elaborate a little more so that | can assist you properly? 
May I have more details about this issue/inquiry/situation? 

Could you please tell me what did you mean by...? 


Directed Send Problem Solving 


RRN Verification: 


| will check the transaction details. May | have the receiver’s account number? 
Could you please provide me with the receiver’s account number? 

What is the receiver's bank account number? 

What is the name of the receiver’s bank? 

Could you please provide me with the IBAN number? 


Account number and bank name are crucial for a successful deposit; if there is a misspelling in 
the receiver's name will not affect the transfer. 


We must verify that the receiver’s account number and the bank name were entered correctly in 
the system. May | have the receiver’s account number and the bank name? 


At the beginning of this chat we asked you not to share "your" Bank Account Number. However, when it 
comes to the account deposit service, we must verify that the receiver’s account number and the bank 
name were entered correctly in the system. If you don’t feel comfortable with providing those details, as 
an alternative, you can contact MoneyGram customer service line for assistance at 1 800 926 9400. 
Would you like to continue? 


Account deposit was previously on hold: 


The transaction has just been released from hold, transmitted successfully to the receiving 
bank and is currently being processed; the funds should appear shortly on the receiver's 
account. Please note that banking hours, holidays and/or regulatory requirements may affect the 
deposit date. The estimated delivery date for your transaction is __. 


EDD not passed: 


| have checked all the required details on the transaction are correct. The transaction was successfully 
transmitted to the receiving bank and the funds should appear shortly in the recipient's account. Please 
note that banking hours, public holidays and/or regulatory requirements may affect the deposit date. The 
estimated delivery date for your transaction is 00/00/2023. However, this is an estimate only and the 
actual moment when the money appears on the account depends on many factors. 


I am glad to inform you the information on the transaction is correct. The transaction was 
successfully sent to the bank and the funds should appear shortly in the recipient's account. 
Please note it is intended to be received within minutes but banking hours, public holidays and/or 
regulatory requirements may affect the deposit date. The estimated delivery date for your 


transaction is 00/00/2023. However, this is an estimate only and the actual moment when the 
money appears on the account depends on many factors. 


Chat id:02252147 trx id:123456789 sender checking status, RRN is correct, EDD has not passed, 
educated funds should appear shortly in recipient’s account by EDD. 


EDD already passed: 


Your transaction has been successfully sent to our payment processor and then wired further to 
the destination bank. MoneyGram estimates the deposit date based on the processing time 
specifically for each country and its supporting payment network, local market time zones and 
business days. However, this is an estimate only and the actual moment when the money 
appears on the account depends on many factors. 


Your transaction was successfully sent to our payment processor and then transferred to the 
destination bank. MoneyGram estimates the deposit date based on processing time specifically 
for each country and its support payment network, local market time zones, and business days. 
However, this is only an estimate and the actual timing of the money appearing in the account 
depends on many factors. 


May | know when was the last time the receiver checked the account balance? 
Complaint: 


| have checked that all the details are correct in your bank account transfer. | will escalate this 
issue to a higher department. MoneyGram will investigate the case further, this process may 
involve contacting the intended financial institution, once the resolution is available you will be 
informed by email, MoneyGram resolves these cases quickly, however, the maximum period it 
would take is 90 days if required. Your case number for this investigation is 12345678. 


chat id:02400359 trx id:180001233 sender wondering about funds not deposited, RRN correct, 
EDD passed, escalated case to complaints, provided time frame 


Request to cancel a directed send: 


| am sorry the transaction was already processed and cannot be canceled, as the funds have 
been immediately wired to the bank account. 


| am sorry to inform you that we are unable to cancel the transaction and process the refund 
because the money has been wired to a bank account and this cannot be stopped. 


Let me tell you that bank deposits can be canceled only within 60 minutes from sending the 


transaction. After that it cannot be canceled. If the transaction is canceled the refund time frame 
is within 10 business days from the cancellation date. 


Home Delivery 


We must verify that the receiver’s information was entered correctly in the system. May I have 
the receiver's first and last name, street address, city, state/province? 


| am glad to inform you the required information is correct, this transaction was transmitted 
successfully to the partner, and the funds should be delivered to the receiver soon. The 
estimated delivery date for your transaction is Feb/14/2023. 


chat id:02341705 trx id:177437281 sender was checking home delivery transaction, RRN is correct, 
EDD has not passed, educated funds should be delivered soon by EDD. 


Follow up 

Thanks for bearing online with me. | have checked the information. Please be advised that 
MoneyGram is still investigating about your case and the time frame to get a resolution is up to 
90 days, my apologies, but the time frame has not been completed yet. 


Thanks for bearing online with me. | have checked the information. Please be advised that MoneyGram is 
still investigating about your case and the time frame to get a resolution is up to 90 days. At this moment 
there is no update available. 


Thank you again for all of your time. | have checked the information available. Please be advised that 
MoneyGram is still investigating about your case and once the resolution is available you will be informed 
by email, MoneyGram resolves these cases quickly, however, the maximum period it would take is 90 days 
if needed. 


Thanks for your patience. | have checked the information available. Please be advised that MoneyGram is 
still investigating about your case and once the resolution is available you will be informed by email, 
MoneyGram resolves these cases quickly, however, the maximum period it would take is 90 days if 
needed. At this moment there is no update available | am sorry. 


I'm deeply sorry for this situation, I'm sorry that the investigation has not been completed 
because we have not received a response from your receiver's bank, since a response has not 
been received, it will be necessary to wait the time frame provided. 


Thanks for your time. | just checked the information regarding your transfer sent to a bank account, please 
be informed MoneyGram is investigating and working to solve this issue since the money has not been 
received, however at this moment there is no update about this process, this is being handled internally 
and once the resolution is available you will be contacted by email. MoneyGram resolves these cases 
quickly, however, the maximum period it would take is 90 days if needed. 


chat id:02216441 trx id:169963634 sender was checking status, following up complaint case, 
advised is still under investigation, advised about time frame, no update available 


Amend transactions 


| am glad to inform you the name on the transaction has been corrected. Please inform your 
receiver to collect the funds with the same reference number and valid ID. 


Please be advised that the correction could not be visible on your MoneyGram online account. 


The next time you send to this receiver, we recommend you to click on the option Send to 
someone new to enter the correct name. 


chat id:123456789 trx id:123456789 sender requested to amend receiver name, 
correction was made, advised is the same reference number. 


Amend verification done 


Sender requested to amend receiver name, transaction was verified, amend verification done, 
dob and address verified, correction was made, advised is the same reference number. 


Self-Service Portal 


Just for future reference, you are able to use the Self-Service Portal online to amend the 
receiver's name, cancel a transaction to get a refund and check the transaction status without 
the need to contact MoneyGram Call Center, it can be accessed from the MoneyGram website 
main page (Help Center link in the top menu), or directly at 


https://www.moneygram.com/mgo/us/en/helpcenter 


Not amended 


I am sorry to inform you that we are unable to make that correction for security reasons. The 
best option for you is to cancel the transaction and resend it with the correct information. 


| am sorry to inform you that we are unable to make that correction for security reasons. The best option 
for you is to cancel the transaction and resend it with the correct information. To receive the money back 
you will be provided with a new reference number under your name so you will be able to pick up the 
money at a location. Will you refund this transaction? 


chat id:01617768 trx id:138412193 sender requested to amend receiver name, advised 
correction not allowed, advised to cancel and resend. educated refund up to 10 bd from 
cancelation date 


Change receiver 


| am sorry to inform you that the receiver cannot be changed. The best option for you would be 
to cancel the transaction and resend. 


I| am sorry to inform you the receiver cannot be changed after the transaction is sent, the 
receiver is selected when sending the money. The best option for you would be to cancel the 
transaction and resend, a refund takes up to 10 business days from the cancellation date You 
can cancel this transaction from your profile. 1- Log in to your account. 2- Click View All in the 
Transaction History section. 3- Choose the transaction that needs to be canceled. 


chat id:123456789 trx id:123456789 sender requested to change receiver, advised not allowed 
to change receiver, advised to cancel and resend. Educated refund time frame is within 10 
business days from cancelation date. 


Self-Cancel 

Always educate customers they can cancel transactions themselves from their profile 
via website or mobile app, as long as these transactions are in a SEND status; advise 
them how to do it and ask if they would like to cancel themselves. 


You will receive a cancelation confirmation shortly. 


| am glad to inform you that you are able to cancel this transaction from your profile. 1- Log in to 
your account. 2- Click View All in the Transaction History section. 3- Choose the transaction that 
needs to be canceled and click Cancel Payment. The refund timeframe is within maximum 10 
business days from the cancellation date. 


The refund timeframe is within maximum 10 business days from the cancellation date. You can 
cancel this transaction from your profile. 1- Log in to your account. 2- Click View All in the 
Transaction History section. 3- Choose the transaction that needs to be canceled and click Cancel 
Payment. 


Chat id:123456789 trx id:123456789 sender requested to cancel transaction, educated how to 
self-cancel, educated about refund time frame 


Website Cancel Flow 

Follow these instructions to cancel a transaction from the website: 

Log in to your account. Click View All in the Transaction History section. 
Choose the transaction that needs to be canceled. 

Click Cancel Payment at the bottom of the transaction details. 


Important Notice window will pop up, informing you to check your bank/card statement for any 
pending charges/authorization from MoneyGram, and indicating whether the refund will be 
processed/fee refunded or not. 


Click | Understand. After you click Continue, window will pop up, prompting you to confirm the 
cancellation. 


Select the cancellation reason from the drop-down list and click Cancel Payment. 


Once the transaction is canceled, the Cancelation Successful window will display. Click OK. 


Transaction History Screen 


The Transaction History on your profile will display a list of your transactions. Choose the 
transaction you want to cancel and press View Details. 


Then press Cancel Transaction. 
Message will pop up saying: Are you sure you want to cancel this transaction? Select Yes. 


Another window will pop up, informing you to check your bank/card statement for any pending 
charges/authorization from MoneyGram, indicating whether the refund will be processed/fee 
refunded or not. Select | Understand. 


Select the cancel reason and press Confirm Cancellation. 
Once the transaction is canceled, screen confirming the successful cancellation will display. 


Your transaction was canceled message will appear under the transaction details. 


Agent Refund - Sender 


Would you go back to the same location to receive this refund? 


| just refunded the transaction the total refund amount is 2,512.00 USD. The transaction will be refunded 
including the fee. The new reference number is 96590828. You will be the receiver and MoneyGram the 
sender. A valid ID will be required to collect the money at the location. Let me know when you have copied 
the new reference number. 


CVS 


Intended Pickup Location Formfree: 


The refund is possible, you will be provided with a new reference number to pick up the money 
under your name, this transaction needs to be canceled over the phone and then initiated for the 
specific location where you will collect the refund. Please contact Customer Service at 1 800 926 
9400. 


To pick up a transaction at a CVS location you need to use a kiosk or call MoneyGram so the 
transaction can be ready at that CVS, but if you go to another location like Walmart it is not 
needed. 


This transaction was sent from CVS and cannot be refunded through chat. Please contact 
Customer Service at 1 800 926 9400 for your refund. 


| am sorry you are having issues sending money from CVS. Please contact our Customer Service 
at 1 800 926 9400. Calling is a much better alternative since we cannot verify these details via 
Chat. 


| am sorry you had issues receiving the money at CVS. Please contact our Customer Service at 1 
800 926 9400. Calling is a much better alternative since we cannot verify these details via Chat. 


Refund Timeframe 

Please be informed the refund process is ongoing, and your money will be back within maximum 
10 business days from the cancellation date. Please keep in mind that Saturdays, Sundays and 
holidays are not considered business days. 


Refund involves an exchange of information between 3-4 different parties who are usually your 
bank, MoneyGram bank and a payment gateway. All these parties need some time to process 
the refund through their system, so sometimes a manual review is required at different stages of 
the process. Such a refund process is the same for many other companies, not only MoneyGram. 


Chat id:02106310 trx id:164442101 sender wondering about refund, educated refund process is 
ongoing. Educated the time frame is within 10 bd 


Website / App Technical Issue 
Website (PC or mobile) 


Please keep following the below points until the issue is resolved: 


Please try to log in using a different browser like Chrome, Internet Explorer, Firefox, or Safari. 
Try to clear cache. 

Try opening the site in a private or incognito window. 

Try opening/logging into the site with another device or connection available. 


Please send an email to MGOEscalations@moneygram.com including a description of the error and on 
which stage the error appears and also attach screenshots. Our IT team will review the issues and work on 
the resolution for you which may take a few days/weeks if needed and depending of the issue complexity. | 
am deeply sorry for the issues you are facing with the website the best option for you is to download and 
start using the MoneyGram app. Also as an alternative you can send money from a store location with 
cash. 


If you tried all the steps already and still having issues, please send a summary and a screenshot of the 
issue to MGOEscalations@moneygram.com Our technical team will check the issue and work on the 
resolution to fix it. In the meantime, you can try using the app or send money from a location with cash. 


Chat id:01672027 prof id:20889344 Sender having issues with website, adv use diff browser, adv 
to clear cache, adv to use incognito, adv to try diff device/connections available, adv to send SS 
to email 


Press the keys [Ctrl], [Shift] and [del] on your Keyboard. When you use a browser, like Chrome, it 
saves some information from websites in its cache and cookies. Clearing them fixes certain 
problems, like loading or formatting issues on sites. 


Native App 


Please keep following the below points until the issue is resolved: 


e Please try closing and reopening the app 

e Make sure to update the app to the latest version or delete the existing app and download 
it again 

e Try opening/logging into the site with another device or connection available. 

e Please try to launch the directly from the App Store or Play Store. 


Here is the link https://www.moneygram.com/mgo/us/en/ 


Please send an email to MGOEscalations@moneygram.com including a description of the error 
and on which stage the error appears and also attach screenshots. Our IT team will review the 
issues and work on the resolution for you which may take a few days/weeks if needed and 
depending of the issue complexity. | am deeply sorry for the issues you are facing with the app 
the best option for you is to try using the MoneyGram website instead. Also as an alternative you 
can send money from a store location with cash. 


If you've tried all the steps already and still having issues, send a summary and a screenshot of 
the issue to MGOEscalations@moneygram.com please include a clear description and the stage 
in which the error appears. Our technical team will review the issue and work to solve the issues. 
In the meantime, you can try using the website or send money at a MoneyGram location with 
cash. 


| am sorry to know that. Please send an e-mail to MGOEscalations@moneygram.com, including 
description of the error, stage at which the error appears and screenshots. The IT Team will 
review the issue and work on the resolution which can take a few days/weeks, depending on the 
issue complexity. Also you can use our website as an alternative (PC or mobile). 


Chat id:01671421 prof id:21445523 Sender having issues with app, adv to close/reopen app, adv 
to update app or delete app and download again, adv to try diff connections available, adv to 
send SS to email. 


Pwmb 


Thanks for verifying your account. Your transaction is being processed. When you select to pay with your 
online bank account it will take 3 to 4 business days after the initiation to process and generate the 
reference number. Please keep in mind that Saturdays, Sundays and holidays are not business days. Once 
your transaction is processed, you will receive a confirmation email with an 8 digit reference number. Just 
for future reference, if you need to process faster transactions you are able to pay with a debit or credit 
card. It must be Visa or MasterCard. 


Thanks for your patience. Your transaction is being processed. You selected to pay with your 
online bank account. The time frame is 3 to 4 business days after the initiation to process and 
generate the reference number. Please keep in mind that Saturdays, Sundays and holidays are not 
business days. Once your transaction is processed, you will receive a confirmation email with an 
8 digit reference number. Just for future reference, if you need to process faster transactions you 
are able to pay with a debit or credit card. It must be Visa or MasterCard. 


I am sorry the option to add your bank using the routing number is unavailable. The option 
available is online bank account. When you select to pay with your online bank account you need 
to select to your bank from the list of banks and then you need to login to the online banking 
profile to confirm the transaction. If the bank is not listed it means that the bank is no available 
for this payment method. 


When you select to pay with your online bank account will take 3 to 4 business days after the 
initiation to process and generate the reference number. Please keep in mind that Saturdays, 
Sundays and holidays are not business days. Once your transaction is processed, you will receive 
a confirmation email with an 8 digit reference number. 


Just for future reference, if you need to process faster transactions, | will suggest you to use a 
debit or credit card. It must be Visa or MasterCard. 


chat id:01654209 trx id:140016312, sender wondering about status, adv trx is processing, edu 
about PWMB, processing time frame 3-4 business days. 


Transaction Receive - Problem Troubleshooting 


Did the receive agent encounter any error code? 

How is spelled the receiver's name? 

Did they try to collect the money at a different location? 

| am glad to inform you the money is ready for cash pick up at any location for your receiver with a valid ID 
and the reference number, the name on the transaction should match the ID. The best option is to have 


your recipient try at a different location. If the issue persists, please advise the location to contact 
MoneyGram from their designated line for further assistance. 


Chat id:01655465 trx id:140350890 sender wondering about status, receiver was unable to 
collect. Advised transaction is available, no issues, advised to have receiver try at diff location or 
have agent call. 


Handling Demanding Chats 


| understand your situation and | would like to change it for you, but as previously mentioned the 
best course of action to resolve this is by (resolution previously given using a different wording). 
Now that | have confirmed this for you, do you have any additional questions or a different 
inquiry for me today? 


| understand your concern and | am sorry but no further information is available, | will disconnect 
the chat, unless you have other inquiries besides this. 


| understand how important is for you to solve this issue, however, at this point | have provided 
you all the information available to help you with your (case/transaction/request). Unless you 
have any other inquiries, l'Il be forced to end this chat. 


I’m sorry, since you don’t have any other inquiry today, I’m ending this chat. Thank you for 
contacting MoneyGram, have a good day. 


Abusive Language: 


| will be happy to help as long as the conversation is respectful. 
Please stop using inappropriate language, otherwise | will be forced to end this chat. 


I’m sorry, but we are unable to continue this conversation since you keep using inappropriate 
language. Please be informed that I’m ending this chat. Thank you for contacting MoneyGram, 
have a good day. 


RFS 


Thanks for your time. | am sorry your account has been closed by MoneyGram for security 
measures, | am sorry it will remain closed and to send money from now on MoneyGram will offer 
you the service form store locations. 


Chat id:123456789 prof id:123456789 sender unable to access, advised MoneyGram closed 
profile, advised to send from location, provided RFS 


| am sorry MoneyGram is not comfortable with your activity and we are not able to verify your 
identity online, so your profile has been closed, you are still welcome to use one of MoneyGram 
store locations where payments are only accepted in cash. 


Chat id:123456789 prof id:123456789 sender unable to access account due to reject and block, 
allows phone auth Not, advised MoneyGram closed profile, advised to send from location, 
provided RFS 


hanks for your time. | am sorry your transaction was declined and your account has been closed by 


MoneyGram for security measures, | am sorry it will remain closed and to send money from now on 


MoneyGram will offer you the service form store locations. 


Security purpose means protecting the security and integrity of MoneyGram online system and 
the accounts of customers. 


Chargeback 


Thank you for verifying the information. | am sorry to inform you that since you disputed the 
funds with your bank, MoneyGram has closed your profile and it will remain closed, If you still 
want to use MoneyGram services, you are welcome to use one store locations where payments 
are only accepted in cash. 


chat id:02300487 prof id:29576766 sender inquiring about account, advised MoneyGram closed 
profile, advised to send from location, provided RFS due to chargeback 


US ONLY 


We also have the option for you to send money using the following link: 
http://start.moneygram.com/. There is no need for you to have an online account to send money 
using this link. You can start the transaction using this website by clicking on “start sending 
money”. You need to select a MoneyGram location to pay for the transaction using cash and a 
valid ID to complete the transfer. The service is quickly and reliable. 


MGNO 


Thanks for your time. | am sorry your account was closed by MoneyGram for security measures, | am sorry 
it will remain closed for sending funds through MoneyGram, in this situation the best option to send money 
for you will be using a different service. 


Chat id:01830241 prof id:12955602 sender unable to access account, advised MGI closed profile, 
advised to use another service for sending funds, provided MGNO 


| am sorry your account was closed by MoneyGram. MoneyGram is uncomfortable with your activity 
and to protect you against any loss, MoneyGram closed your profile, you will be unable to use 
MoneyGram in future for sending funds, If you still want to send money, you can try using a 
different service. 


Hold 


| identified this transaction requires further verification, so it is necessary to reach a specialized 
team over the phone for assistance. Please contact our Customer Service at 1 800 926 9400. 
Calling is a much better alternative since we cannot verify these details via Chat. 


CHAT 1D:02369267 TRX ID:179066487 sender checking status, educated needs further verification, 
HOLD XXXXXX, Unable to resolve customer’s request via chat, advise to contact customer service line 


Thanks for your time. | identified this transaction requires further verification, so it is necessary 
to have your recipient to contact MoneyGram for assistance. Calling is a much better alternative 
since we cannot verify these details via Chat. 


Thank you for verifying those details. This transaction requires further verification, it is necessary to verify 
additional information from your sender for you to be able to receive the money. Please inform your 
sender to contact MoneyGram for assistance. Calling is a much better alternative since we cannot verify 
these details via Chat. 


Thanks for your time. This transaction requires further verification. To further assist you | will transfer you 
to a specialist representative. Will you please allow me a moment while | connect you? 


Transfer 


To further assist you with your inquiry, | will transfer your chat to a specialist representative. 


To further assist you with your inquiry, | will have to escalate your chat to a specialist 
representative. Will you please allow me a moment while | connect you? 


To further assist you | will transfer you toa specialist representative. Will you please allow 
me a moment while | connect you? 


It seems your inquiry was escalated to me for further assistance. Will you please allow me a 
couples of minutes to gather the details of your previous Chat to proceed? 


Call 


<<Unable to resolve customer’s request via chat, advise to contact customer service line.>> 


| am sorry for the waiting time on the phone, we are receiving a high volume of calls these days. 
We need to verify additional information with you that can only be collected over the phone. 


| understand this may be frustrating for you. However, calling is a much better alternative since 
we cannot verify these details via Chat. 


A MoneyGram live representative will be taking care of your request as soon as you get 
connected over the phone. 


Thank you for taking the time to call. We appreciate it a lot! 


To make a transaction at a CVS, first you need to initiate the transaction online, and select the 
specific CVS location or you can call Customer Service to have a representative assist you 
staging the transaction. 


US 


| apologize but for Security purposes, | am unable to resolve this issue through Chat. Please 
contact Customer Service at 1 800 926 9400. 


You can contact Customer Service at 1 800 926 9400. 

1 800 666 3947 

UK 

| apologize but for Security purposes, | am unable to resolve this issue through Chat. Please 
contact Customer Service at 0 800 026 0535. 

Reject and Block 


I am sorry your transaction was reviewed and declined for MoneyGram security 
measures. To access to your account please try to log in one more time, you may need 
to reset your password and then you will be asked to verify your ID, once you have 


uploaded a picture of your ID let me know in order to continue the process. Please do not 
lose this chat to avoid the verification process starts again. 


To access your account reset your password, after that you will be asked to verify your ID. Please let me 
know when you're done with that to complete this verification and avoid the process restart. 


We need to continue with the verification and unlock your account over the phone, 
please call at 1 800 666 3947. For security reasons you will be asked for additional 
information regarding your money transfer. Calling is required since we are unable to 
verify these details via Chat. 


Thank you for the information. Let me tell you that your profile will be reviewed and you will be able to 
attempt to transact after 24 hours have passed from now, if you are still unable use your account after 
that time, please go to a store location to send money. 


chat id:02385130 trx id:65890799 sender unable to log in due to reject and block, the transaction is more than 90 
days old, advised to try after 24 hours and if still unable to use account, advised to send from store location 


Chat id:01810918 trx id:147659290 sender unable to log in, due to R&B, allows phone auth, adv 
to upload ID, ID was verified, advised to call escalations 


Chat id:01810918 trx id:147659290 sender unable to log in, due to R&B, allows phone auth, , 
adv to upload ID, cust timed out, no further assistance prov 


hanks for your time. | am sorry your transaction was not processed for security measures and your 


account requires verification. Please contact our Customer Service at 1 800 926 9400. Calling is a much 


better alternative since we cannot verify these details via Chat. 


chat id:02475859 trx id:186237045 sender was unable to log in due to reject and block, allows phone auth, Unable to 
resolve customer’s request via chat, advise to contact customer service line 


RF6 


| am sorry, | see your transaction is only available for refund. 


To have a refund, you need to go to a MoneyGram location with your valid ID and the reference 
number. 


Error code 4055 


Thanks for your time. Let me inform you all transactions are reviewed internally by MoneyGram for 
security measures, no transaction was processed and you haven't been charged, your MoneyGram profile 
will be reviewed by MoneyGram so you will be free to try sending in a week, if the issues persist, most 
likely you will be unable to use MoneyGram and transactions will be declined. | am sorry for any 
inconvenience this may have caused. 


Thanks for verifying your account. Let me inform you that all transactions are reviewed internally 
for security reasons, there was no transaction processed and you haven’t been charged, your 
MoneyGram profile will be reviewed by MoneyGram so you will be free to try sending in a week, 
if the error persists, most likely you will be unable to use MoneyGram and transactions will be 
rejected. | am sorry for any inconvenience this may have caused. 


Let me clarify this for you, what happens is that MoneyGram is regulated internationally and 
because of that MoneyGram is required to review transactions and verify all accounts. 


| will inform you that all transactions initiated with MoneyGram are subject to internal review, 
your transaction was not processed and it was not charged for security reasons, your 
MoneyGram profile is under review and you will be free to attempt after a week; if the error 
persists, most likely you will be unable to use MoneyGram services anymore and further 
transaction attempts will be rejected, additional information is unavailable. 


| reviewed the information, please keep in mind that all transactions initiated with MoneyGram 
are subject to internal review. I’m afraid, this transaction was not processed. You have not been 
charged for it. Let me inform you that your online profile is under review. You can try to resubmit 
your transaction after 1 week. If the error persists, most likely you cannot use MoneyGram 
services anymore and your further transaction attempts will be rejected. Sorry for the 
inconvenience this may have caused. 


chat id:01621923 prof id:27146782 sender unable to send, error 4055, adv trx not processed. 
prof under review, adv to try next week, provided rf6 script. 


GR: Global Aggregation Receive 


The transaction was rejected because it met one of the limits imposed either by MoneyGram or 
country regulations. The refund process is ongoing, and your money will be back within 
maximum 10 business days from the cancellation date. 


Chat id:123456789 trx id:123456789 sender wondering why transaction was canceled, provided 
RF6 script, educated refund process is ongoing. Educated the time frame is within 10 bd 


IY, Interdiction Interception Hold/Interview 


| am sorry to inform you the receiver's activity was reviewed internally by MoneyGram and it was 
considered unusual to use MoneyGram services, this transaction was rejected because of this specific 
receiver however you can still send to other receiver. The refund process is ongoing, and your money 
will be back within maximum 10 business days from the cancellation date. 


chat id:01632062 trx id:139059368 sender wondering about why canceled, prov RF6 script. 
educated refund process is ongoing. Educated the time frame is within 10 bd 


The transaction could have been rejected for various reasons and we are unable to recognize it 
without knowing the error code; you can ask the agent at the location to provide the error code, 
so that we can provide the exact rejection reason, try to attempt to transact the following week; 
if the error persists, most likely you will be unable to use MoneyGram services anymore and 
further transaction attempts will be rejected. 


FS/FP 


Your transaction was canceled by MoneyGram for security measures, your transfer was sent to a 
risky destination and many consumers complained of being a victim of scam when sending to 
this area. The refund time frame is within 10 business days. Please remember that weekends 
and holidays are not considered business days. 


Rejected by Partner 

The transaction has been rejected by the receiving bank, however the reason for the rejection 
was not specified by the partner. The refund process is ongoing, and your money will be back 
within maximum 10 business days from the cancellation date. 


chat id:01642542 trx id:139511657 sender wondering about status, adv rejected by partner, 
educated refund process is ongoing. Educated the time frame is within 10 bd 


Voided / Timeframe already passed since the cancellation 


Thanks for verifying your account. Let me inform you the transaction was successfully cancelled 
on the same day so MoneyGram did not collect the funds from your bank account. In such cases, 
transactions are cancelled before MoneyGram settles the funds and loose authorization to collect 
them. Are you able to check your bank statement right now? 


In this situation MoneyGram completed the refund process and to get more information, you 
need to contact your card specialist from your bank to inquire about the charge. 


Thanks for your patience. The transaction has been successfully refunded on the day it was 
cancelled and MoneyGram did not collect the funds from your account. In such cases, 
transactions are cancelled before MoneyGram settles the funds and MoneyGram loses the 
authorization to collect them. Can you access your bank statement and confirm the transaction 
send date and amount? 


Let me inform you the transaction was successfully cancelled on the same day it was 
initiated, MoneyGram did not collect the funds from your account. In such cases, 
transactions are cancelled before MoneyGram settles the funds and loose 
authorization to collect them. A voided transaction is a type of transaction that has 
been canceled before the payment was fully processed and funds collected from your 
bank account. MoneyGram has completed the cancelation process and to get more 
information, you need to contact your card specialist and inquire about the charge. 


here is a possibility of this transaction being voided. Voided transactions are different from refunds. If the 
funds have been already settled, MoneyGram will have to submit a refund, which will credit your bank 


account with the charged amount. Nevertheless a voided transaction is one that has been canceled before 


it is processed to your credit or debit card account. A transaction can only be voided if it has been 


authorized but not settled. 


A voided transaction is a type of transaction that has been canceled before the payment was 
fully processed and funds were collected from your bank account. Or, in the case of credit card 
transactions, the void transaction doesn't appear on the cardholder's billing statement. 


Thank you for verifying the information, | see your transaction was canceled the same day it was 
sent, when this happens MoneyGram refunds the transaction the same day, and the funds are 
not collected by MoneyGram. 


It could be possible that your transaction was voided. Voids can happen over transactions sent 
during weekends/bank holidays or same-day cancellations. In case of voided transaction, you will 
not receive a refund as funds were not collected by MoneyGram. In such cases, transactions are 
cancelled before MoneyGram settles the funds and we loose our authorization to collect them. 
Could you please check your bank statement and confirm if you can see any charge from 
MoneyGram on the day you sent the transaction? 


It could be possible that your transaction was voided. | identified your transaction was created a 
cancelled during the same day/weekend/holiday. It was refunded the same day and MoneyGram 
did not collect the funds because your transaction was canceled before MoneyGram settled the 
funds and loosed the authorization to collect them. 


Your transaction was created and canceled during the same day/weekend or holidays. The 
charges could have been voided. Please check through your bank statement to confirm any 
charge from MoneyGram on the day you sent the transaction. Your transaction has been 
successfully refunded on the day you canceled it and MoneyGram did not collect the funds from 
your account. In these cases, transactions are cancelled before MoneyGram settles the funds and 
we lose the authorization to collect them. Can you access your bank statement right now? 


Can access their bank statement 
Could you please confirm the date of charge from MoneyGram? 
Sees 1 charge, while they sent 2 or more transactions 


Because you sent two transactions for the same amount and you canceled one of them, you will 
only see one charge, meaning one of the transactions has been voided. 


Does not see a charge 
You do not see any charge because MoneyGram did not collect the funds from your account. 
Sees 1 charge, while they sent 1 transaction 


MoneyGram has completed the refund process and to get more information, you need to contact 
your card specialist and inquire about the charge. 


chat id:02354938 trx id:176332964 sender inquiring about refund, educated time frame is within 
10 BD after cancelation, advised transaction was canceled the same day it was sent, educated 
about voided, advised to contact bank 


Cannot access their bank statement 
Could you please confirm the transaction amount and date when the transaction was sent? 


Please contact your financial institution and card specialist to inquire about the transaction, by 
providing the transaction date and amount. 


~How to send money 


MoneyGram is available for sending money through website and app, you will be required to 
create a profile to pay with a debit or credit card online. Also you can visit one of our locations to 
pay in cash. 


When sending money online you will be able to select the payment method, the available options are 
credit/debit card, it must be Visa or Mastercard, the processing time is within minutes and you can 
also use your online bank account but the processing time is 3 - 4 business days. 


~Send using App 
| would be more than happy to assist you. Please follow the instructions below: 


Download the free MoneyGram app. It’s available on Google Play and in the App Store. Create a 
MoneyGram profile by clicking on Sign up. 


Enter your information so we can verify your identity. 


Tell us about your receiver. Let us know to whom you're sending money and how much you want 
to send. 


Choose your payment method. You can pay by card, directly from a bank account or with cash at 
a location. 


Complete your transaction. Review all the details, make edits if necessary and send. 


Please note: The app will display available services based on your location. Not all services will 
be available in all countries. The app supports the same send and receive countries shown on 
our website. Can I help you with anything else today? 


~Send using Website 
1- Log in. Enter your information so that we can verify your identity. 


2- Select a receiver or send money to someone new. Tell us who you are sending to, how they 
want to receive the money and how much you want to send. If you would like to send to a bank 
account, please ask the receiver the account number and bank name. 


3- Choose how to pay and send. You can either pay with your credit or debit card, or directly 
from your online bank account. 


Never send money to someone you don't know. 


| would be more than happy to assist you with that. Please follow the instructions below: 


Register by clicking Sign Up at https://www.moneygram.com/mgo/us/en/send/how-to-send- 
money/send-online and enter your information so that we can verify your identity. 


Select a receiver. Tell us who you are sending to, how they want to receive the money and how 
much you want to send. 


Choose how to pay and send. You can either pay with your credit or debit card, or directly from 
your bank account. 


Remember that you can send online currency transfers on-the-go. Please go to 


https://www.moneygram.com/mgo/us/en/m/moneygram-app for additional information. Can | 
help you with anything else today? 


Inmate 


| am glad to assist you with that information. Let me tell you that some correctional can be paid online, 
some others only accept payments from the store. You need to use the option Pay Bills to search for the 
correctional with the name or the 4-5 digits receive code. You will see the available options to pay, if the 
only option is cash at location, it means this company does not accept payments online with debit/credit 
cards/bank account. Also you will be required an account number. The account number will be the 
inmate's ID, immediately followed by the inmate’s last name. All entered as one word, with no spaces or 
dashes. Like this: 123456789Lastname 


You can make the payment at a store location, MoneyGram website or app. To start the transaction online 
use the option Pay Bills, you can search for the correctional facility with the name or the 4-5 digits receive 
code. You will see the available options to pay, if the only option is cash at location, it means it does not 
accept payments online with debit/credit cards/bank account. You will need the inmate's correctional ID 
number, and inmate's first and last name. The account number will be the inmate's ID number, followed by 
the inmate’s last name. All entered as one word, with no spaces or dashes. 


I'd be happy to guide you through this process. 

Please click on the option Pay Bills on the MoneyGram home page. 

Then, please enter the name of the correctional or receive code on the search field. 
If the correctional is available through MoneyGram, it will be listed. 

Then, please enter the amount. 

After that, click on Pay this biller. 

Then, please select your payment method option. 

Click on Next. 

In the Biller Account Number field, please enter the inmate ID number followed immediately by 
inmate’s last name. 

You will be also required to enter the receiver's name on the proper fields. 

After that, you will be asked to enter your payment method information. 


Child Support 


| will be glad to assist you with that information. To make your payment use the option Pay Bills, 
you will need to search for child support with the receive code, you will also need an account 
number which is the case number also you can contact child support for the information needed. 


Biller 


| will be glad to assist you with that information, to pay a bill online you need to search for the company in 
the option Pay Bills, you will see the available options to pay for your company, if the only option is at 
location with cash, it means this company does not accept payments online with debit/credit cards. 


You can pay your bills at a store location, MoneyGram website or app. To start the transaction 
use the option Pay Bills, you can search for the biller with the name or the 4-5 digits receive 
code. You will see the available options to pay for the biller, if the only option is cash at location, it means 
this company does not accept payments online with debit/credit cards/bank account. 


| will be glad to assist you with that information. To make your payment use the option Pay Bills, 
you will need to search the company with the name or the company's receive code, you will also 
need an account number, you can contact the company for the information needed. 


Timing of posting of payment by biller is subject to biller acceptance of payment, cutoff times 
and operating hours, which vary by biller. 


To pay a bill online: 
1 Register or log in. Enter your information so that we can verify your identity. 


2 Search the biller by category or company name. Filter by name or receiver code when 
searching by category. 


3 Enter amount you wish to pay. MoneyGram online allows you to send your information and 
money with confidence. 


4 Provide your account number and payment information. You can either pay with your credit or 
debit card, or directly from your bank account. 


ExpressPayment 


Hello | will kindly assist you with that information. Please let me tell you that while some 
companies can be paid online, others only accept payments from the store. To check that use 
the option Pay Bills, you can search the business with the name or the 4-5 digits receive code. 
You will see the available options to pay for the biller, if the only option is cash at location, it 
means this company does not accept payments online with debit/credit cards/bank account. Also 
you will be required an account number, you can contact the company for the information 
needed. 


To make your payment use the option Pay Bills. You can search for the company with the name 
or the company's receive code and you will also need a biller account number. You can contact 
the company for the information needed. 


| will be glad to assist you with some information. You can pay your bills at a store location, 
online or the app with MoneyGram. Please know that fee varies by biller, industry and face 
amount. To make the transaction you need to provide the company’s name or 4-5 digits receive 
code used to identify the company and the receiving account number. 


Please visit the following link: https://www.moneygram.com/mgo/us/en/paybills to initiate your 


payment and find detailed instructions on how to pay your bills online or from the store. 
Scroll down to see the information. 


Payment notification to biller by MoneyGram may occur in real-time or within minutes except 
Next-Day Service or 2-3 Day Service. Timing of posting of payment by biller is subject to biller 
acceptance of payment, cutoff times and operating hours, which vary by biller and do not 
typically occur on weekends or holidays. Actual payment posting time is determined by the biller. 


| am sorry, transactions sent to a company will show in Transit even though they were already 
completed, but if you want to double check that the payment was received by your company, 
you can contact them to verify the posting time. 


chat id:02331939 trx id:175099538 sender was inquiring about status, informed the transaction 
has been received, advised status may still show in transit even though they were already 
completed, advised to contact biller 


MoneyGram has delivered your payment to the biller that you want to cancel this payment. 
Please contact the biller to have the transaction rejected, so we can process your refund. 


How would you pay for this bill? Will you pay online or from a MoneyGram Store location? 
Problem solving 

What is the company receive code? 

What is the intended account number? 

Transaction was sent Less than 3 days ago: 


Thank you, | have verified all details are correct, the funds should be posted to the biller's 
account after 3 business days; for more information, refer to the company. Is there anything else 
| can do for you? 


The transaction has been received by the company, now it depends of them for posting, please 
contact them. Do you have additional requests? 


PAY A BILL ONLINE: 
| would be happy to walk you through the process. Please follow the instructions below: 
Register or log in. Enter your information so that we can verify your identity. 


Search biller by category or company name. Filter by name or receiver code when searching by 
category. 


Enter amount you wish to pay. MoneyGram online allows you to send your information and 
money with confidence. 


Provide your account number and payment information. You can either pay with your credit or 
debit card. 


PAY BILLS IN PERSON 
| would be happy to walk you through the process. Please follow the instructions below: 


Please go to “Find a Location” on the following link 


https://www.moneygram.com/mgo/us/en/locations to find the nearest locations. 


To pay a bill at a MoneyGram location, have these details handy: 
Biller or company name. 
Account number. 


Cash, the amount you need to pay plus fees. 


Unauthorized 
Transaction Assistance/ Investigation Request (Internal Use)/ 


Unauthorized access 
Unauthorized charges 


Did you create your MoneyGram profile? 


Transaction is in a Sent status 


1. Verify the customer in Admin 

2. Cancel/deny the transaction 

LEX the customer 

Delete the DC/CC card(s) and/or account details 

Change the consumer status to L17 Force One-Time password 

Send Email with: Customer’s name, profile ID, transaction ID and details provided by the 
customer during the chat. 


or Ue 


Could you please confirm your phone number? 
Please log in to your MoneyGram profile. 


Do you have any information or idea of who/how/where the information was compromised? 


No: 


Company policy and the Federal Privacy Act require that MoneyGram be served with a subpoena 
in order to release confidential information. This ensures the documentation we are providing will 
be used in a lawful manner. MoneyGram fully cooperates with police investigations. 


If customer asks: 


MoneyGram cannot release the profile information without subpoena, to obtain such information 
or information on fraudulent activity, you must file a police report with your local Law 
Enforcement or court. 


1. 

2. ask the customer: 
3. 

4. Online n m 


5. Proceed to the next stage. 


Victim's Resources 


For future reference, to prevent uncomfortable situations like this, we encourage you to be 
extremely careful when sending wire transfers to pay for good or any services, specially, if you 
have not met the receiver in person. 


Since we are understand how these situations impact our customers in a negative way, we invite 
you to review some websites. These websites are specially designed to help our 
customers detect and prevent fraud. Some of these websites are: 

www.fraud.org 

www.fakechecks.org 

http://www.lookstoogoodtobetrue.com 

http://www.aarp.org/money/scams-fraud 

https://www.consumer.ftc.gov 


Please, take the time to review this information. I'm confident you will find this very useful and 
rewarding. 


Don't forget to make a formal report with your police department. Thank you so much for help us 
stopping this perpetrator take advantage of other customers. 


As part of our active leadership position in educating consumers about common scams and 
giving them the tools to protect themselves, we've launched 
http://corporate.moneygram.com/compliance/common -consumer-scams , a dedicated website 
that not only provides useful information but also details several common types of scams, such 
as sweepstakes and lottery scams, grandparent scams, check overpayment scams, mystery 
shopper scams, relationship scams, Internet purchase, etc. 


In addition, we hope you find the following links useful: 


¢ http://www.aarp.org/money/scams-fraud/ 


Transaction is in a Received status (loss to MGI) 


Verify the customer in Admin 

Taint the customer profile. 

Change the consumer status to Not Active: Fraud. 

Provide RFS 

Send Email with: Customer’s name, profile ID, transaction ID and details provided by the 
customer during the chat. 


ie et a 


Do you have any transaction information or idea of who/how/where the information was 
compromised? 


No: 


Company policy and the Federal Privacy Act require that MoneyGram be served with a subpoena 
in order to release confidential information. This ensures the documentation we are providing will 
be used in a lawful manner. MoneyGram fully cooperates with police investigations. 


If customer asks: 


MoneyGram cannot release the profile information without subpoena, to obtain such information 
or information on fraudulent activity, you must file a police report with your local Law 
Enforcement or court. 


Victim's Resources 


For future reference, to prevent uncomfortable situations like this, we encourage you to be 
extremely careful when sending wire transfers to pay for good or any services, specially, if you 
have not met the receiver in person. 


Since we are understand how these situations impact our customers in a negative way, we invite 
you to review some websites. These websites are specially designed to help our 
customers detect and prevent fraud. Some of these websites are: 

www.fraud.org 

www.fakechecks.org 

http://www.lookstoogoodtobetrue.com 

http://www.aarp.org/money/scams-fraud 

https://www.consumer.ftc.gov 


Please, take the time to review this information. I'm confident you will find this very useful and 
rewarding. 


Don't forget to make a formal report with your police department. Thank you so much for help us 
stopping this perpetrator take advantage of other customers. 


Did not create the profile 


Cancel/deny the transaction. 

Taint the customer profile. 

Change the consumer status to Not Active: Fraud. 

Send Email with: Customer’s name, profile ID, transaction ID and details provided by the 
customer during the chat. 


ee 


How did you notice the activity, by e-mail or bank, or any charge by MoneyGram? 
What name was on the card? 

Was the card was stolen or lost? 

Do you have any idea how the information was compromised? 

Have you filed any police report? 


| have located and blocked all the information from our website. The profile is closed and 
MoneyGram advise you to contact your financial institution and if you would like to obtain further 
information, you should contact your local authorities. 


Do you have any transaction information or idea of who/how/where the information was 
compromised? 


No: 


Company policy and the Federal Privacy Act require that MoneyGram be served with a subpoena 
in order to release confidential information. This ensures the documentation we are providing will 
be used in a lawful manner. MoneyGram fully cooperates with police investigations. 


If customer asks: 


MoneyGram cannot release the profile information without subpoena, to obtain such information 
or information on fraudulent activity, you must file a police report with your local Law 
Enforcement or court. 


Victim's Resources 


For future reference, to prevent uncomfortable situations like this, we encourage you to be 
extremely careful when sending wire transfers to pay for good or any services, specially, if you 
have not met the receiver in person. 


Since we are understand how these situations impact our customers in a negative way, we invite 
you to review some websites. These websites are specially designed to help our 
customers detect and prevent fraud. Some of these websites are: 

www.fraud.org 

www.fakechecks.org 

http://www.lookstoogoodtobetrue.com 

http://www.aarp.org/money/scams-fraud 

https://www.consumer.ftc.gov 


Please, take the time to review this information. I'm confident you will find this very useful and 
rewarding. 


Don't forget to make a formal report with your police department. Thank you so much for help us 
stopping this perpetrator take advantage of other customers. 


Unauthorized Phone Number Use 
1. Send Email with: Customer’s name, profile ID, transaction ID and details provided by the 
customer during the chat. 


Is the phone number you are using a new one? 


| do understand that. | will escalate this to the appropriate department that will review it within 
24 hours and may contact you via phone. You should create a new account at a later time or 
next day using the phone number in question, or if you are unable to use it, you will have to use 
a different phone number. 


Fraud Case - Transaction Received 
1. Taint the customer profile. 
2. Change the status to Not Active: Fraud. 
3. Provide MGNO to the customer. 


May | know the purpose of your transfer? 

May I know your relationship to the person receiving the money? 
Have you seen them face to face? 

Since when do you know the person? 


MoneyGram will share information regarding your money transfer and complaint with a complaint 
database used by national, state, and local law enforcement in the US and other countries. If you do not 
want us to share your personally identifiable information with the database, we will honor that request 
unless applicable law requires us to provide your identity to law enforcement. Is that fine for you? 


MoneyGram will not refund the transaction however will create an internal report. MoneyGram will not 
pursue the fraudster on your behalf however MoneyGram will gladly assist your local authorities if 
investigation is initiated and cooperation is requested. Your online account has been closed by MoneyGram 
for security measures, in this situation the best option to send money for you will using a different service 
besides MoneyGram. 


In our efforts to educate consumers about fraud, MoneyGram developed educational materials that 
contains information on common scams, tips on how to protect yourself from being scammed, and 
statistics. If you have not already done so, please report your claim to your local authorities. We will be 
more than happy to assist the police in any investigation they make. We can provide all necessary 
transaction information to the police, if they send us legal request. 


Visit https://www.moneygram.com/mgo/us/en/help/fraud-aware/fraud-prevention-information for more 
information. 


Please refer to your local law enforcement agency and also visit the MoneyGram website for more 
information 

https://www.moneygram.com/ 

Open the main page. 

Scroll to the bottom. 

Click Fraud Aware. 


Transaction history 


Hello | will be glad to assist you with information about requesting your transaction history, would you be 
so kind and confirm where do you reside in? 


Records of transactions are only retained for 7 years back from the current year. Since what year are the 
transactions? 


Historical Transaction Report consists of the following information: 
Sender's and receiver's names, 

Send and receive dates, 

Face and fee amounts, 

Reference Numbers. 


To request a transaction history report the following is required: 
1 Copy of valid photo ID. 

2 Processing fee. 

3 Completed request form. 


MoneyGram charges a fee to cover operational costs related to processing the transaction 
report. You can pay the fee via ExpressPayment service. The receive code is 3941 and the 
Account Number is 1111111111 (ten times the number 1). 


The fee for the history of transactions up to 12 months is 25.00 USD. 

The fee for the history of transactions up to 1 - 3 years is 50.00 USD. 

The fee for the history of transactions up to 4 - 5 years is 75.00 USD. 

The fee for the history of transactions up to 6 - 7 years is 100.00 USD. 

You can make the payment at any convenient store location you have to process a 10 Minutes 
transaction. 


The fee for the historical request should be an equivalent of US dollars. 


Receiving information will be as below: 
First name: MG Historical 

Last name: Transaction Request 
Destination: US 

State: (any state can be selected) 


To get the Form online go to the MoneyGram website. 

Click the Help link in the upper right hand corner of the homepage. 

Select the Service Forms option. 

Click on Historical Transaction Request under Money Transfer Form to obtain the needed form. 


Please submit the required documents to historicalrequests@moneygram.com Once the documentation is 
received and approved, your request will be processed within a 3 business day time-frame. 


US link 
http://global.moneygram.com/Documents/HistoricalRequest-US-EN. pdf? 
_ga=2.213273620.16861151.1599552342-298555983.1599552342 

UK link: 


http://global.moneygram.com/Documents/NXT%20DE/Historical-Transaction-Request-Europe- 
English-v2.pdf?_ga=2.60342126.2113483472.1601280182-993303347.1600934938 


If customer resides in European Union/Receive-only country: There are no fees for EU 


None of the above: 

You need to complete a 10 Minutes transaction either from a MoneyGram location or website. 
Receiving information will be as follows: 

Fee for the historical request (transaction receive amount) should be an equivalent of US dollars. 
First name: MG Historical 

Last name: Transaction Request 

Destination: US 

State: (any state can be selected) 


Printing Previous Transaction History 


| will share the following steps for you to know how to print your transaction history: 


1. Please log into your MoneyGram online account. 

2. You will be automatically taken to the My Account tab in the upper left hand corner. 

3. Click the View All link above the Transactions in Progress panel. 

4. All the transactions made within the past year will display. Click on any transaction to see 
more details. 

5. Scroll down and click View Receipt in the lower right hand corner: 

6. Right click to access the quick menu and select Print. 


1 - To check your transaction history please go to the MoneyGram website and log in to your 
account. 


2 - You will be automatically redirected to the My Account tab. 
3 - Click the View All link under the Transaction History panel. All transactions processed within 
the past year will display; click on the chosen one for more details. 


Partial refund 


| understand you. | suggest you to submit a request to check your transaction situation. You 
need to submit an inquiry via the "Contact Us" link located at the bottom of the page, or under 
the "Help" link in the top right corner on the MoneyGram website. Your inquiry will be reviewed 
and you will be contacted within 48 hours. 


Phone number already used 


The system is telling this phone number can't be used to set up an online account. You will need 
to use a different phone number. 


Script for Promo Codes 


I am sorry for the inconvenience this decision caused you, but we want to continue providing the 
best service and to show our appreciation to you as our customer, we want to offer a 30% off the 
send fee on your next transaction send from the store location. 


Please use this promo code to receive a discount. Thank you for your loyalty to us, we 
appreciate your business. 


| am really sorry, please let me inform you that we don’t have promo codes available at this 
moment. 


Lexis Nexis US 

Due to security reasons we are required to verify your identity, we will ask you a few questions 
based on public records. Is that okay with you? 

| will need to ask you some questions based on public records. Would that be ok with you? 

1 - Could you please tell me what is the county for your address? 

May | know the state where your Social Security Number was issued in? 


What is the county name from your address? 


May | have the city and state from your previous address? 


2 - In which state is your Social Security Number issued in? 

Do you recall an address on Main Street? 

3 - Could you please tell me the city and state for this address? 
3 - What county is that in? 


The following questions are about people you might know. The questions are about approximate 
age or month of birth. Would that be ok with you? 


Do you know someone by the name of John Doe and provide their approximate age or month of 
birth? 


4 - By any chance do you recall his approximate age or the month of his birthday? 


Sophin Pich 
For future reference 


For future reference, if you need to find a MoneyGram store location, you can use the Find a 
Location option from the website. With the following link: 


https://www.moneygram.com/mgo/us/en/locations 


If you need to find more locations, you can also use the Find a location option on the website. 
For future reference, you may also use the Pay Bills option from the website. 
For future reference, you may also use the Track option from the website. 


For future reference, you have the option to calculate your own money transfer fees by clicking 
the Rates & fees option from the website. 


For future references, you have the option to cancel the transaction online by going to 
Transaction Details from your online account. 


Transfer chat 


lam sorry, | just tried to transfer the chat, but it seems there are no representatives available at 
this moment. Please contact our Customer Service at 1 800 542 3590. 


Other languages 


| apologize but we currently only support English and Spanish Chat inquiries. Please contact 
Customer Service for assistance at 1-800 929-9400. 


Chargeback 


| am afraid to tell you that since you have disputed the funds with your bank, MoneyGram has 
closed your account and it will remain closed. However, if you still like to use MoneyGram 
services, you are welcome to use one of our store locations. | can help you find a location for 
you. 


Error code 7003 


| am sorry to inform you that your transaction was rejected because of limits imposed by 
MoneyGram or country regulations. You will be able to try sending the following week. 


Chat id:123456789 prof id:123456789 sender having error to send, educated about error 7003, 
advised to transaction was rejected due to limits, advised to try sending next week. 


MoneyGram needs to comply with a high number of internal and external regulations. As a 
result, any transaction sent through Moneygram International is subject to review and might not 
be processed. We recommend you try to resubmit your transaction after a couple of days. 


| am sorry to inform you that your transactions have been rejected because of the limits 
imposed either by MoneyGram or country regulations. You are free to attempt to transact the 
following. There is no more information at this point. 


Error 614 


| am sorry for the inconvenience. Your transaction is not going through because the global limit 
has been reached. MoneyGram needs to comply with a high number of internal and external 
regulations. As a result, any transaction sent with our service is subject to review and might not 
be processed. We recommend you try to resubmit your transaction after a week. 


MoneyGram is a heavily regulated money service business company, we need to comply with a 
high number of internal and international regulations. 
Quoting fees 


Credit Card: If you use a credit or debit card online, the fee for sending $ is $ . The 
total amount to send is $ __, your recipient should receive $__. 


Checking Account: If you use a checking account online, the fee for sending $ is $ 
The total amount to send is $__, your recipient should receive $___. 


Cash at the store: If you use cash at a store location, the fee for sending $ is $ . The 
total amount to send is $ __, your recipient should receive $__. 


Exchange rate: Current exchange rate today is: 


Why has fee increased? 


Please remember all fees and exchange rates are always subject to change. 


This is a business decision based on extensive market research and cost analysis. While this 
represents a change for our consumer, our fees remain competitive and continue to represent a 
good value for our consumers. 


Are there going to be any future fee increases? 


There may be times when MoneyGram makes a decision to increase our fees. These decisions 
are made with care, as we are aware that this may concern customers in these challenging 
times. 


What are the fees to send money? 


Fees vary depending on where you are sending, how much, and how you are paying. Fees are 
typically lower if you pay with a bank (must be a U.S. Checking account). If you pay with your 
credit or debit card, the fees are slightly higher. 


Over the phone 


lam sorry. Sending money through a phone call is currently unavailable. You can currently send 
money online or in person at a MoneyGram agent location. 


Specify Receive Address 


Let me inform you that there is no need to specify the receiver's address or receive location 
because the receiver can go to any MoneyGram location to collect the funds with a valid ID and 
the reference number. 


When you send to Mexico there is no need to specify a place to collect the money, as 
long as the receiver has the reference number and a valid ID, they can go to any location 
to pick up the money. 


Different country 
For security reasons, your receiver must pick up the funds in the country you sent to. 


If your receiver is not in the country you sent to, the transaction could be canceled and you could 
send again to the new destination. 


Up to review 


| am sorry your transaction was declined, let me go ahead and explain to you that MoneyGram is 
heavily regulated as provider of global payment services, and has an obligation to meet a large 
number of rules and regulations internationally. As a result, each transaction sent using our 
service is subject to review, in the case of your transaction MoneyGram has decided not to allow 
the transaction initiation for security reasons and the protection of your funds. 


When we are processing a money transfer the transaction details are reviewed in the system, if 
the transaction passes the verification process a reference number will be issued if it's not the 
transaction will be declined. You are more than welcome to use the money gram services, 
however, bear in mind any transaction sent with our service is subject to review and might not 
be processed. 


| see your transaction was reviewed internally by MoneyGram and it was not processed for 
security measures. All transactions are subject to review and may not be processed due to 
international regulations. When we are processing a money transfer the transaction details are 
reviewed in the system, if the transaction passes the verification process a reference number will 
be issued if it's not the transaction will be declined. You are more than welcome to use the 
MoneyGram services, however, bear in mind any transaction sent with our service is subject to 
review and might not be processed. 


Thank you for verifying those details. | see your transaction was reviewed internally by 
MoneyGram and it was not processed for security measures. All transactions are subject 
to review and may not be processed due to international regulations. 


I understand your concern and that you would like to know the reason why it was 
declined, but additional details are unavailable, that information is kept internally by 
MoneyGram and is of restricted access, | am sorry. It is not my personal decision but the 
transaction was reviewed by MoneyGram internal security system. 


CRRS hold 


Please let me inform you that your transaction is currently under review, and MoneyGram needs 
to collect some information regarding the transaction as a part of our secure measures. May | 
ask you some questions regarding your transaction? 


Could you please provide me the reason why you typically use MoneyGram? Is it business 
related, charity, family or friends support? 

Could you please provide me the purpose of your current transaction? 

May | please have the relationship with the counterparty? 

Could you please provide me the source of funds for this transaction? 

May | please have your occupation? 


Thanks for the information provided. Your transaction will be ready for pickup approximately in 
15 minutes. 


Unable to link 


Customer unable to link/use CC/DC 

Customer unable to link/use ACH 

What are the last 4 digits of the card you are trying to use? 
What are the last 4 digits of the account you are trying to use? 


| am really sorry for the inconvenience, MoneyGram will not be collecting the funds that were 
authorized and the authorization will drop off from the account within the next 72 hours. 


FAILED BIN CARD VERIFICATION 
Delete the card and then relink the account. 


| am sorry to inform you that MoneyGram no longer accepts business cards. Please use a debit or 
credit cards, it must be Visa or MasterCard. 


PWMB - GETSIGNATURE REQUESTED 

To pay with your online bank account you have to login to your online banking profile to send the 
transaction. If you are having an error, it could be a server communication problem or you are 
using a corporate website and you will have to use a different network, if possible. 


Thank you for verifying the information. | see the error is when paying with your online bank 
account, to use this payment option you have to login to your online banking profile to confirm 
the transaction. If you are having an error, it could be a server communication problem or you 
are using a corporate website and you will have to use a different network, if possible. 


chat id:01958562 prof id:24023036 sender having issues to link online bank account, educated 
could be a server communication problem and advised to try different network. Assisted with 
technical issues troubleshooting 


Decline Status (Error 530) 


The transaction attempted was not processed, you have not been charged. MoneyGram attempted to 
authorize your card but your card is getting declined by your bank the error was from your bank. You can 
contact your bank for you to be able to make the payment or use a different card. 


| see that everything is fine from our side, we attempted to authorize your card but your card is 
getting declined by your bank, we received the error from your bank. | recommend you to 
contact your bank for you to be able to make the payment or use a different card. 


| am glad to inform you everything is fine from our side, MoneyGram requested to authorize your 
card but your card is getting declined by your bank, we received the error from your bank. | 
recommend you to contact your bank for you to be able to make the payment or use a different 
card. 


chat id:01716956 prof id:25645892 sender receiving error when trying to send, edu about 
general decline, adv to contact bank or try diff card 


Insufficient funds (Error 302) 


| really apologize, but your transaction was declined by your financial institution due to 
insufficient funds. We recommend you to contact your financial institution or use a different card. 


| am sorry your transaction was declined by your financial institution due to insufficient funds. 
Please contact your financial institution or use a different card. 


EXPIRATION DATE 


To use the new card, you first need to delete the expired card and then link the new card to the 
account. 


Why is that error? 


| truly apologize, but we don't have further information about this error. You can try sending the 
transaction again; however, | cannot assure if it will go through. 


AVS-N 


| am sorry, your transaction didn't go through because your home and billing address didn't 
match. | would recommend you to contact your bank to update your billing address, re link your 
credit card and resubmit your transaction. 


What are the last 4 digits of the card you are trying to use? 
Could you please tell me how the name appears on the front of the card you are using today? 
If customer’s name appears on the card: What is the billing address for this card? 


The address we have does not appear to match the billing address your credit card company has 
on record. 

Is it possible your bank/financial institution may be using a different billing address from the one 
you provided to us on your MoneyGram Profile? 

We recommend you to contact your bank to verify the address they have on record. Then, you 
can update it on your MoneyGram online profile. After that, you can delete your card and re link 
it. 

You can update your billing address by going to View profile info>Personal Information from your 
online account. 


Security Questions/test question and answer 


Since we are regulated by local laws/regulations and compliance requirements, we are 
required to pay out with a valid photo ID. We are not able to add a test question and answer, | 
am really sorry. 


If your receiver does not have a valid photo ID, you may have the option to send your money 
transfer to a close relative or family member known by you both who may have a valid photo ID. 


We used to have an option to add a Security question to payout. However, due to new Security 
implementations, your receiver requires having a valid photo ID to receive your funds correctly. 


When a customer is using the online service outside of authorized countries 


Please let me advise you that the online service is only offered in Australia, Austria, Belgium, 
Bulgaria, Canada, Croatia, Czech Republic, Greece, Denmark, Estonia, Finland, France, Germany, 
Hungary, Ireland, Italy, Latvia, Lithuania, Malta, Netherlands, New Zealand, Norway, Poland, 
Portugal, Romania, Slovakia, Spain, Sweden, Switzerland, the United Kingdom and the United 
States. | am really sorry, but we don’t offer the online service in your country. 


You can still go to a MoneyGram location with your valid ID and cash to pay for the transfer. 
Would you like me to find a location for you? 


When sending from a country that is part of the Unites States such as Puerto Rico 
Although Puerto Rico is considered a US territory, due to industry regulations, in terms of money 
transfer destinations, the system treats it as a separate country. 

What is MoneyGram Plus Program? 

The MoneyGram Plus Program is a convenient program in which you can check your transaction 
history for one year, and you can receive a notification email when your receiver collects the 


funds. With the MoneyGram Plus program, you also save time sending your transactions because 
your information is stored in the system, and you may receive promotions and offers. 


Can I send money online with my MG Plus account? 


Yes. If you log in using your MoneyGram Plus account credentials, you will be prompted to 
provide additional information in order to send money. After you provide this information, you 
can send money online with your MoneyGram Plus account. 


MoneyGram Plus Information 


Please let me inform you that you can either enroll on the MoneyGram Plus program at agent 
locations or online via MGO or mobile app. After logging into the MoneyGram website, you will 
have access to the following Plus Rewards details via Loyalty Dashboard: 

Member number 

Enrollment date 

Rewards accrual progression 

Rewards history 


MoneyGram Plus benefits 


You can get receive fee redemption discounts. 
You can also receive e-mail and/or SMS notifications with the following information: 
Confirming their transaction is sent, picked up or put on hold - see Customer Profiles 
and Notifications for details 
Showing a reward status 
Detailing program updates 
Containing personalized offers 
You can also view their sent transactions using their Loyalty ID. 


MoneyGram Plus Rewards 


You will get a 20% off fee as a "welcome gift" discount while sending your first transaction, and it 
applies to your second sent transaction. It is valid for 60 days. 


You can also earn a 40% off fee discount while sending your fifth transaction, and it applies to 
your sixth sent transaction. It applies to all Person-to-Person transactions (online or in-person) 
and is valid for 90 days. 


What to say when customer is buying online 


If you are sending this transaction to pay for merchandise offered on the Internet, MoneyGram 
strongly suggests that you do not send your money via a wire transfer. We suggest you use a 
known Internet escrow service as it is set up to handle this type of business transaction. 
MoneyGram cannot guarantee that you will receive your merchandise. We have no control over 
any agreements between you and your receiver. Our service is merely a vehicle sending your 
money from point A to point B MoneyGram is not responsible for refunding any of your money 
should it be received by anyone who satisfies MoneyGram's ID requirements, regardless of his or 
her physical location. Advise the customer that MoneyGram cannot recover your money once it 
is received. 


Sending to Stranger 
Why do you need to know about my relationship with the receiver? 
Our goal is to provide the best possible customer service. We need to verify the receiver in order 


to ensure that the money is delivered to the right person. By providing us with the following 
information, you can help us make the funds available to the receiver as quickly as possible. 


Why can’t you complete my transaction? 
For your protection, MoneyGram does not permit the sending of funds to an unknown receiver. 
Why not, it’s my money, it shouldn’t matter to you if I know them or not! 


Sending a money transfer to an unknown receiver increases your risk for becoming a victim of 
fraud. 

MoneyGram is unable to ensure that your receiver uses the funds for the intended purpose 
communicated to you and MoneyGram is unable to refund any portion of your money once it has 
been paid to your receiver. 


Multiple profiles 


| see you have another online account active. Due to terms and conditions, you can only have 
one online account active. We will need to close one. Which one would you like me to close? 


When customer asks if the bank account deposit service is available in the United 
States. 


lam sorry, please let me inform you that we don't offer the bank account deposit service in the 
United States. However, we offer the 10 minutes service, which means that the receiver can go 
to a MoneyGram location to collect the funds with the reference number and a valid ID. We also 
have the Visa and MasterCard debit card deposit service which is only available online when 
sending from online US to US. 


How to become a MoneyGram Agent 


Thank you for your interest in applying and be part of our MoneyGram transfer services. 

In order to initiate the first steps to become and agent, you will need to fill out a "Become an 
Agent" form. 

Please, follow my instructions to get this form online. Please scroll down and go to the bottom of 
our MoneyGram website. 

On the right-hand corner click "Become an Agent" link. (Located under corporate section) 

You will need to fill out this online and submit it online. You should be contacted between 10 to 
14 days from the day when this form is submitted. 


When customer is trying to send from a receive-only country. 


We do offer money transfer services to receive money in that country only. 

However, since this is a receive-only country, money transfers from this country to other 
countries are not allowed due to governmental and financial laws and regulations. 

We do apologize for this inconvenience. 


Acceptable IDs to upload online 


These are the acceptable IDs you can upload from Germany: International passport (one side) 
and EU National Identity Card (two sides). 

These are the acceptable IDs you can upload from UK: International passports (one side), EU 
National Identity Card (two sides) and UK driver’s license (two sides). 

These are the acceptable IDs you can upload from USA: Driver's license (two sides), Passport 
(one side) and State ID (two sides). 


These are the acceptable IDs you can upload from Spain: International passports (one side), EU 
National Identity Card (two sides) and ES resident permit (two sides). 

These are the acceptable IDs you can upload from France: International passports (one side), EU 
National Identity Card (two sides), FR driver's license (one side) and FR resident permit (two 
sides). 

These are the acceptable IDs you can upload from Australia: International passports (one side), 
Australian Proof of Age Card (two sides) and Australian driver's license (two sides). 

These are the acceptable IDs you can upload from France Canada: International passports (one 
side) and Driver's license (two sides). 

Other EU sites: International passports and EU ID. 


Instructions to upload ID on the MG website 


We recommend you to take the picture of your valid ID with a mobile device. Please make sure 
you upload a color image of your ID. To avoid any issues, follow these guidelines: 

Please make sure your ID is on a plain background. 

If you are holding your ID, ensure you don’t cover the text or image with your fingers. 

The text and ID image must be clear and free of dirt or smudges. 

There should be no light reflections on the document. 


ID upload pending 


| will be glad to assist you with that information, when sending money you will be required to 
verify your identity with your ID as when you send from a location. 


The system requires you to upload your valid ID for verification purposes. When you log in you will be 
asked to take a picture of your ID. To avoid any issues, follow these guidelines: 

e Please make sure your ID is on a plain background. 

e If you are holding your ID, ensure you don’t cover the text or image with your fingers. 

e The text and ID image must be clear and free of dirt or smudges. 

e There should be no light reflections on the document. 


| see your account requires to verify your ID, when you log in you will be asked to take a picture 
of your ID. To avoid any issues, follow these guidelines: 

e Please make sure your ID is on a plain background. 

e If you are holding your ID, ensure you don’t cover the text or image with your fingers. 

e The text and ID image must be clear and free of dirt or smudges. 

e There should be no light reflections on the document. 


The system requires you to upload your valid ID for verification purposes. Please take a picture of 
your valid ID using a mobile device like your phone. You can also use a camera. When you log 
back in, you will see the option to attach your ID. 


The ID verification takes up to 30 minutes. Once verified, you will receive a confirmation 
email. Once your ID is verified, you will be able to resend the transaction. 


| do apologize, please let me inform you that we are still verifying your ID. Please wait from 2 to 
4 hours to receive a resolution. 


OCR pending 


| do apologize, your transaction will be cancelled, and you will not be charged. Please try to login 
in 2 to 4 hours, then please clear the cookies and try to resubmit your transaction. 


| have checked your transaction, and it is still processing. We need to wait for the ID verification 
which takes up to 30 minutes. When your ID is successfully approved, the transaction will be 
processed as well. You will receive a confirmation email. 


MITEK Instructions 


The system will ask you to upload your ID and it will take from 1 to 30 minutes to verify the ID. 
Once the system verifies the ID, you will receive an email with the outcome of the verification 
process. 


MITEK denied 


I am sorry, your online account was closed because we were unable to verify your ID. | just 
reactivated it. Please log back in so you are prompted to upload your valid ID again. 


I am sorry, your transaction was declined because we were unable to verify your ID. We just 
reactivated your online account. Please log back in so you can upload your valid ID again. 


I am sorry, your transaction was declined because we were unable to verify your identity. | just 
reactivated it. 


These are the types of ID’s you can upload: US passport, State ID and Driver’s license. 


ID scan 


We need to validate your identity so the transaction can be released. Please use this link 
to upload a picture of your valid ID: www.id.moneygram.com. 


Use the following script in case of customers inquiring about the transaction: 


We apologize for the issues you're facing with this transaction. We'd like to inform you that the 
issue was due to the ID upload. Please, try to upload your ID once again. When capturing the 
image of the ID, please, make sure that it is against a plain background and that your fingers are 
not in the image. If that is not possible, then, please, make sure that they’re not covering 
anything and that their appearance is minimized. Also, please, ensure that there is no glare from 
lights in the captured image. You have 2 additional tries to upload your ID. Please, be informed 
that if these fail, you will be required to wait 24 hours before being able to try again. 


When customer asks to delete MGO profile but: 


¢Transaction was initiated and the profile is not tainted 
¢Transaction was initiated and the profile is tainted 
¢No transaction history and the profile is tainted 
Provided the following script: 


Unfortunately, we are unable to delete your profile as we are legally obliged to comply with 
regulatory requirements. | can close your profile and opt you out from receiving notifications. You 
will receive e-mail from MoneyGram Online with confirmation your profile has been closed. 


If the customer insists on deleting their profile and asks for the MGI's e-mail address: 


| will send the request to delete your online profile to the proper department. You will receive a 
confirmation in 14 business days. 


When customer provides his/her password 
Your password is highly confidential and should not be shared with any other party. 
Pay with Cash at location 


If you selected the option: Pay with cash at location, it means that you initiate the transaction 
online, and then you have to go to a location to pay in cash. 


If you needed to send with credit or debit card, | recommend you to send a new transaction and 
select the desired option. 


Please let me inform you that there is no need to cancel the transaction since it will 
automatically expire in 24 hours. 


30 day rolling period explanation 


Every time you send money, after 30 days, our system will automatically give back to your 
account limit the amount you sent. 


For example, let suppose you sent $1,000 today. Our system will show in your account a 
remaining sending balance of $ 9000. Right? 


Then, let say you want to send $ 9000 tomorrow. Your remaining sending balance would be $0 at 
that moment. But, you want to send another $100 the day after tomorrow. That's when our 
system will not allow you to continue. 


Why? 


Because, in order to be eligible to send this $100, you will need to wait 30 calendar days from 
the day you initiated your $1,000 transaction, so our system automatically releases those $1,000 
for you to send these $100. 


Fastsend 
Sender: 


FastSend is a new service that allows you to send money by a link sent to your recipient’s phone 
number and then deposited to their Visa Debit card. Before sending, you need to ask your 
receiver if they have a Visa debit card. If they don't have one, please select a different receive 
method. You need to provide your receiver's legal first and last name and mobile phone number. 


| will be glad to assist you with that information. You need to select Fastsend, and the receiver 
will get a text with the link of the MoneyGram website, then the receiver will need to create an 
account or log in to an existing profile and add a debit card, after that the receiver can deposit 
the funds. 


After you complete the transaction, your receiver will receive a text message letting them know 
the money is ready for deposit. They will have to log into the website or app, enter their Visa 
debit card number and receive the transfer. 


| see you selected Fastsend transaction. A text message with the link to MoneyGram website was 
sent to your receiver's phone number. They will have to log in or create a new account, then 
enter their Visa debit card number and receive the transfer. 


The text only contains the link to the MoneyGram website. To deposit the funds to their card or 
bank account, receiver needs to have a registered profile and valid Visa/MasterCard debit card or 
bank account added to it. 


http://www.moneygram.com/mgo/us/en/m/fastsend 


Receiver: 


If your sender chose the FastSend service as receive option, you need to create a MoneyGram 
online account using the same phone number entered on the transaction. Once the profile is 
created, you will be able to see your FastSend deposit waiting for you. You will need to enter 
your Visa debit card information, and confirm the transaction. 


| see the phone number on your profile is not matching to the one on the transaction. Please 
update your profile phone number to deposit the funds to your debit card. 


| see the money is ready to be deposited. To receive the money you need to log in to your 
MoneyGram online account and chose the option Deposit Money. 


You will be notified of the transaction by SMS that will include a link to the receive instructions; 
tap the link to get started. In case you deleted the message, go to 
www.moneygram.com/mgo/us/en/m/fastsend The link will redirect you to the Deposit screen. You 
should select if you want to deposit the funds with the app or online. If you have a registered 
profile then log in to your online account, if you do not have a registered profile you will need to 
create a new profile using the phone number to which your received the message. After 
choosing Deposit Money, you will be navigated to the Deposit Method screen. Once you have 
successfully added the receiving method, click Review & Deposit at the bottom. On the Summary 
screen, you will be prompted with the transfer summary. Click Submit Deposit after reviewing 
the information. Screen with the deposit confirmation will display. Click I'm Done to confirm. 


Why didn’t anyone call me to inform me about this situation? 


I am very sorry. It is not possible for us to contact directly every customer whose transaction 
went under review. | understand that this is inconvenient for you, but we are currently working 
on new solutions to improve the way we can serve our customers. 


Sending Anonymously 


Since we need to comply with financial obligations and compliance requirements regarding 
money origin, anonymous transactions are not allowed. 

For this reason, your receiver must know who his/her money transfer sender's name is, since a 
receiving agent might ask for it, before paying out. 


Collecting from Russia 


We do offer MoneyGram services in Russia; however, most of the locations only offer the Send 
service option, only a few offer the Receive service option. 


Available countries with Send to Card/FastSend service 


Service is available via MGO US and native app for sends to Czech Republic, Dominican Republic, 
El Salvador, Greece, Jamaica, Lithuania, Malaysia, Nicaragua, Philippines, Poland, Russia, Spain, 
Sri Lanka, Thailand, US (domestic) and Vietnam. 


Transaction locked to receive location 


Did the receiver try to collect from the same location where he/she first collected at? 

Due to country regulations, the receiver must collect at the same store where he/she first 
collected at. 

Could you please provide me the relationship with your receiver and the purpose of the 
transaction? 


Invalid receiver’s address 


Please let me inform you that if the receiver’s address doesn’t have a house number, you need 
to add a “0” to the front of the address to help our system recognize it. Please make sure to 
abbreviate the address as much as possible as the system will only accept a maximum of 30 
characters. Please make sure you don’t add any commas or periods. 


Expired transaction 


Thanks for your time. | am sorry your transaction is expired which means the funds are only 
available for a refund. The refund has been escalated and the money will be refunded to the 
original funding source within 10 business days once the transaction is canceled. 


MGO referral program 


With the referral program, you need to provide the email address associated with your 
MoneyGram online account. 

The referrer gets a 50% fee discount on their next transaction and the referee gets a 100% fee 
discount on their first transaction. 

Restrictions: 

To access the program, you must be logged into your MoneyGram online profile. 

You need to provide the referee's email address. 

You cannot refer the program to an already existing MoneyGram online user. 

You can have 20 outstanding invitations in total. 

The referee has 30 days to accept the invitation before it expires. Once referrer input the 
referee's e-mail address, system will automatically open a default e-mail box for you to send a 
referral e-mail to your referee. The referrer will get a 50% fee discount once their referee 
successfully sends their first transaction and it is picked up. The referrer receives a notification 
once the referral can be used. 


When a receiver is charged a fee when collecting 

I've checked the information related to country regulations in (specific country), and we 
don't charge any additional fee to the receiver. This can be a policy from the store where 
your receiver collected the funds. 


~Address Verification 


Could you please verify the email address from which you received the email regarding the 
address verification? 


Verifies an e-mail domain other than OnlineDocuments@moneygram.com 


this is a phishing e-mail and to mark it as spam, MoneyGram only uses the 
OnlineDocuments@moneygram.com domain to send e-mails to consumers. | will contact an 
appropriate department and ask them to resend the address verification e-mail, once received, follow 
the e-mail instructions to proceed further with the verification. 


IH: ID Document Verification Pending Validation 
You can install and open the MoneyGram app. The app is available on the Apple store for IOS users 
and Google Play for Android users. 


1. Tap the Track & ID UPLOAD button. 


2. Provide: 


e Authorization or Reference Number, 
e Consumer's last name. 


3. Select an applicable option: 


e Sending 
e Receiving 


4. Click the ID Upload button. 

5. Provide an e-mail address. 

6. Confirm you agree with Terms of Use and Privacy Statement. 
7. Select one of the acceptable ID types. 

8. Ensure that: 


Text and ID image are clear and readable, 

ID photo is taken against a plain background, 

There are no light reflections on the document, 

Picture covers the whole ID area, 

If the picture is taken while holding ID, make sure the text or image is not covered by the 
fingers. 


9. Click Take Photo. 

10. Click OK in the pop-up window so the app can access the mobile device camera. 

11.Based on the ID type chosen, upload either one side or both sides of ID 

12.Once your ID is uploaded successfully, the system will display a confirmation. When the ID 
was no uploaded successfully, the system will display a reason for the unsuccessful image 
upload, try to rotate the ID or check if the ID requires a front and back image. 

13.System will process the uploaded ID and display the confirmation and you will see a message 
informing that you will receive an email once ID is verified. 

14. Upon ID verification, you will receive an email notification informing if it was successful or not. 


Please visit the following link to upload your ID: https://www.id.moneygram.com 


Select your preferred language and click Start. 

Select an applicable option either | am sending money or | am receiving money. 
Enter the Reference Number, your last name and your email address. 

Confirm you agree with Terms of Use and Privacy Statement. 

Select one of the acceptable ID types. 

Ensure that: 

The text and ID image are clear and readable, 

The ID photo is taken on a plain background, 

There are no light reflections on the document, 

Picture covers the whole ID area, 

If the picture is taken while holding the ID, make sure the text or image is not covered by the 
fingers. 

Find the photo on your device and upload it to the website and click USE. 

Once your ID is uploaded successfully, the system will display a confirmation. 
Then you will receive an email notification if your ID was verified or not. 


When the ID was no uploaded successfully, the system will display a reason for the unsuccessful 
image upload, try to rotate the ID or check if the ID requires a front and back image. 


Please visit the following link to upload your ID: https://www.id.moneygram.com 


RIA 


Select your preferred language and click Start. 

Select an applicable option either | am sending money or | am receiving money. 
Enter the Reference Number, your last name and your email address. 

Confirm you agree with Terms of Use and Privacy Statement. 

Select one of the acceptable ID types. 

Ensure that: 

The text and ID image are clear and readable, 

The ID photo is taken on a plain background, 

There are no light reflections on the document, 

Picture covers the whole ID area, 

If the picture is taken while holding the ID, make sure the text or image is not covered by the 
fingers. 

Find the photo on your device and upload it to the website and click USE. 

Once your ID is uploaded successfully, the system will display a confirmation. 
Then you will receive an email notification if your ID was verified or not. 


It seems your transaction was not sent through MoneyGram. It could have been sent through Ria 
from Walmart, they use 9 digit reference numbers. Ria and MoneyGram are different companies, 
but both offer money transfer services. Please contact Ria for assistance at 1-855-355-2138. 


It seems your transaction was not sent with MoneyGram. It could have been sent through 
Western Union from Walmart, MoneyGram uses 8 digit reference numbers. Please contact 
Western Union for assistance at 1-844-982-4287. 


Money Order 


Let me clarify, is your request regards a money order check or online money transfer? 
Let me clarify, is your request regards a paper check or wire money transfer? 


Visit this link to check your money order status, submit a replacement request or check your 
replacement status. 


https://www.moneygram.com/mgo/us/en/help/money-order-replacement 


To further assist you with your request, | will transfer you to the money order department. Will you please 
allow me a moment while | connect you? 


The transaction send flow has been abandoned either due to some unknown error or a mistake. 
Send flow was not completed and you were not charged. However, if you abandoned the flow 
upon choosing the payment method or afterwards, you can log back in and complete your 
unfinished transaction. 


You can contact the money order department by calling at: 1-800-542-3590, during operating hours from 
Monday to Friday (8:30AM to 6:00PM US Central Time). 


| will be glad to assist you with that information. You can contact Money Order department at 1- 
800-542-3590. 


Monday - Friday: 7:30 AM - 7:30 PM CT 
Saturday - Sunday: closed. 


Follow the below steps to upload your selfie: 

“Continue on your phone” window will display, click the “Get secure link” button. 
“Get your secure link” window will open. You can either: 

Scan the QR code with your phone (click on the link below the code for instructions), 
Get the link via SMS, 

Copy the link and send it to your mobile phone (to open it from a mobile browser). 
~Partial refund 


| understand, request a fee refund by going to the MoneyGram website and submitting the 
Contact Us form. Your inquiry will be reviewed by a specialized team and MoneyGram will 
contact you within 48 hours. There is no reference number for the cancelation. 


Receiver Bubbles 

Thank you for verifying the information. Go to the top of the screen and choose the receiver 
bubble that you want to edit. Press Edit Receiver. Make the changes. Press Save Receiver to save 
all the changes. 


Please note, our business is subject to a wide range of laws and regulations 
globally, including various privacy, data protection and compliance rules and 
regulations. 


Password assistance 


Thanks for verifying your account. In order to reset the password you need click on the Forgot 
Password option before you log in, you will receive an e-mail or SMS with a one-time passcode, it 
is a temporary passcode required to enter and be able to create a new password - ensure the 
new password is at least 8 characters long and includes at least one letter and one number. 


To reset the password click on the Forgot Password link and you will receive an e-mail or SMS 
with a one-time passcode, this is a temporary passcode you need to enter to create a new 
password - ensure the new password is at least 8 characters long and includes at least one letter 
and one number. 


Chat id:123456789 prof id:123456789 sender having issues with incorrect password. Advised to 
use forgot password link and reset password. 


Customer's profile locked 


Thank you for the information. You need to reset your password to be able to log in, use the option forgot 
password to reset it. 


Thanks for verifying your account. You need to reset your password to be able to log in. To reset the 
password click on the Forgot Password link and you will receive an e-mail or SMS with a one-time 
passcode, this is a temporary passcode you need to enter to create a new password - ensure the new 
password is at least 8 characters long and includes at least one letter and one number. 


Chat id:02241734 prof id:27367239 sender unable to log in due account locked. Advised to use 
forgot password link and reset password. 


Thank you for verifying those details. | see your profile needs to verify your ID. Please try to log 
in, you may need to change your password and then you will be asked to take a picture of your 
ID, once you have uploaded you will have access. 


Refused 


Your transaction could have been rejected for various reasons that we are unable to recognize without the 
error code, you may ask the agent at the location for the error code so we can provide the exact rejection 
reason, you should attempt to transact the following week; if the error persists, most likely you will be 
unable to use MoneyGram services anymore and further transaction attempts will be rejected. 


sender inquiring about transaction refused at POS, cust did not provide error code, advised transaction 
could have been rejected for various reasons advised to ask the agent at the location for the error code 
advised to attempt to transact the following week; if the error persists, most likely will be unable to use 
MoneyGram services anymore and further transaction attempts will be rejected. 


Untaint-RFS 

Thank you for waiting. | see your profile was closed for security reasons, it will be reopened and 
you will need to verify your ID. Please try to log in, you may need to change your password and 
then you will be asked to take a picture of your ID, once you have uploaded you will have access. 


Please note, our business is subject to a wide range of laws and regulations globally, including 
various privacy, data protection and compliance rules and regulations. 


To protect MoneyGram security system additional information is unavailable, | understand you 
would like more information but this has been an internal MoneyGram decision. MoneyGram 
Terms and Conditions say that MoneyGram may, without notice (except as required by law) and 
without liability to you, refuse to honor any instruction for a Transfer, suspend or deactivate your 
User Account, stop or reverse any Transfer, or otherwise suspend or terminate access to, or 
refuse to provide any Services at any time in its sole discretion. 


Due to Terms and Conditions MoneyGram may, without notice (except as required by law) and 
without liability to you, refuse to honor any instruction for a Transfer, suspend or deactivate your 
User Account, stop or reverse any Transfer, or otherwise suspend or terminate access to, or 
refuse to provide, any Services at any time in its sole discretion. 

| understand that you would like to resolve this so | will explain that by terms and conditions MoneyGram 
may refuse to honor any instruction for a transfer, stop or reverse any Transfer, or otherwise suspend or 


refuse to provide any Services at any time in its sole discretion. There is no additional information related 
about this. | provided you with the information of MoneyGram available at this point. 


Release-Reference No 


Thanks for your patience. Let me know, do you have the mobile phone number listed on the 
transaction and your mobile phone with you to receive a one-time verification code via SMS? 


I am glad to inform you that we can find the transaction with your information however due to 
the complexity of the processes you will need to call since we are unable to complete this 
process through chat. Please contact Customer Service at 1 800 926 9400. 


~Email 

What is the email address that sent you that email? 

When did you send your last transaction? 

When did you change your last password? 

What is the email content? 

Did you reply to the email sharing any personal/financial information or clicked on any link? 


MoneyGram email are automated and we do not request any information via. Please forward the 
email to OnlineRisk@moneygram.com then delete the e-mail without clicking on any links or 
attachments. The process will be handled internally in cooperation with the proper Law 
Enforcement and Legal Teams. Your account has been closed for your security but you can 
create a new profile using a different email. 


chat id:01876841 prof id:28320758 sender concerned for email about password changed, edu 
prof has been closed, adv to created new account, confirmed there were not unauthorized 
transactions. 


KYC 


Thank you for the information. Let me tell you that your profile was registered, however you 
need to verify your profile with your ID, Please reset your password and then you will be asked to 
take a picture of your ID. Once it is verified you will access. 


| see your information has been registered, now you need to verify your profile with your ID, try 
to log in with your email again and you may need to reset your password, and then you will be 
asked to take a picture of your ID. Once it is verified you will have access. 


chat id:01983425 prof id:28804424 sender unable to log in due to KYC_FAILED, educated profile 
was registered and needs ID verified to have access, adv to upload ID. 


Amend State or Province 


Thanks for your time. Do you have the mobile phone listed on the transaction and are you willing 
to receive a one-time verification code via text? 


Please contact our Customer Service line at 1 8006663947. Calling is a much better alternative 
since we cannot change the state via Chat. 


Chat id: 02136475 trx id: 165957342 sender requested to change state, advised to call for amending 
state 


Fees and Exchange Rates 
How will the money be received? Your receiver has the following options: 


Fee is calculated based on send country, receive country, amount, currency and other factors, 
that is why fees can vary widely based on market conditions. 


Send amount: 
Fees: 
Total cost: 


Total receive amount: 


Thanks for your time. You need to send an e-mail to mgxpress@moneygram.com Include the 
transaction Reference Number in the e-mail subject. On the email you need to submit a request 
in a written form. 


Attach copies of the required documentation: 
Requestor’s valid and legible copy of ID (e.g. driver’s license, passport) 


Official court order, official letter, affidavit, or other official document delegating authority for a 
deceased person to another. 


The resolution can take up to 15 business days from the day all of the required documents are 
received. 


One Time Passcode (OTP) Pending 


Thanks for verifying your account. | see the transaction you tried was not processed because the code sent 
through text message or email was not verified. You need to try again making a new transaction and check 
your text messages or email for the code. 


On the page of the code verification is the box where you add the code and you should see the option 
submit. 


chat id:01984538 trx id:156779140 sender wondering about status, educated was not processed 
because OTP was not verified, adv to try making new transaction, advised to check email and 
text messages for code 


Thanks for your time. The code was sent through text message or email. You need to try again 
making a new transaction and check your text messages or email for the code. 


chat id:02125536 trx id:165464442 sender wondering about status, educated the code was sent 
by text or email, adv to try making new transaction, advised to check email and text messages 
for code 


E-transfer 

You will receive an E-mail notification with a link and steps to follow to accept the new transfer to your 
account. You will be prompted to enter the response to the security question; if you provide an incorrect 
response 3 times, transaction will be rejected. You will be required to confirm the amount, select the 
financial institution and provide an appropriate data (including your new Reference Number) to deposit the 
funds into the account. You will be able to either accept or reject the transaction. Please wait for the email 
with instructions for your deposit. 


Hi Chris, your inquiry was escalated to me for further assistance. | am deeply sorry you are experiencing 
issues with our service. As a valuable customer, this is not the experience we want you to have, it will be a 
pleasure to verify this for you, let me do my best to try to find a solution for you. We are here to serve you. 
In order to properly assist you, | need to access your account. We need to authenticate each customer due 
to security reasons. Could you please provide me with your date of birth? 


Profile Update - Country of Birth 


The option to change the country on your account is unavailable. To use the correct country we 
need to close this account and you will be able to open a new account. Do | close the account for 
you? 


chat id:01975464 prof id:28813275 sender requested to change country on account, advised 
cannot be changed, profile was closed, advised to create new account. 


Profile Update - Email 


The option to change the email is unavailable. To use another email we can close this account 
and you will be able to open a new account. Do | close the account for you? 


Chat id:02007711 prof id:28932757 sender requested to change email edu cannot be changed, 
adv to close profile, adv to create new acc, profile was closed. 


Profile Update - Name 

| see your name is duplicated in your profile. | will send the request to the proper department so 
your name can be updated on your online profile. Please allow us 24 hours to complete the 
request. You will get an email once the change is done. 


Format: 
AAA Name from: John Doe to: John Dawn 
AAA DOB from: 23/01/1990 to: 23/02/1991 


Chat id: 02144410 prof id: 29553408 sender requested to update name on profile, AAA requested, 
informed changes may take up to 24 hours. 


Profile Update - DOB 


| will submit the request so your date of birth can be updated on your online profile. Please allow 
us 24 hours to complete the request. You will get an email once the change is done. 


Phone Number Change 
Thanks for verifying your account. To update your phone number log into your MoneyGram 
Profile, then click on View Profile Info, and then edit Mobile Number. 


chat id: 02109688 prof id: 22006203 sender requested assistance to update phone number, edu 
how to edit profile information 


Phone Number Change 
Log into your MoneyGram Profile, click on View Profile Info, then edit Mobile Number. 


chat id:01943557 prof id:12471651 sender requested assistance to update phone number, edu 
how to edit profile information 


Notifications change 


Profile Update - Address Change 


Thanks for verifying your account. To update your billing address log into your MoneyGram 
Profile, then click on View Profile Info, and then edit Home & Billing Address. 


chat id:02109773 prof id:25821775 sender requested assistance to update billing address, edu 
how to edit billing address on profile. 


Thanks for verifying your account. | have checked your profile is completely fine. There are no 
errors about your address. You need to use on your profile the billing address associated to your 
bank account. | suggest you to contact your bank then update your billing address on our 
account. To update the address log into your MoneyGram Profile, then click on View Profile Info, 
and then edit Home & Billing Address. 


chat id:02177107 prof id:12214459 sender was having issues with billing address, advised no 
error found, advised to use billing address associated to bank account, advised to contact bank 
and update billing address 


Updating Payment method 
To remove or add a new card from your profile please Log into your MoneyGram Profile, click on 
View Profile Info, then edit Payment Methods. 


chat id:02002142 prof id:18971567 sender wondering how to delete and add cards on profile, 
advised to log in and edit payment methods info 


Receiver Bubbles 


Go to the top of the screen and choose the receiver bubble that you want to edit. Press Edit 
Receiver. Make all the required changes to the receiver information Press Save Receiver to save 
all the changes. 


Sorry, | meant: Could you please clarify if you would like to send money from a location or online? 


Address Verification 


MoneyGram requires consumers to upload one of the below documents for the address 
verification: 


Utility bill issued within the last 90 days, 

Bank statement issued within the last 90 days, 

Letter from a government agency issued within the last 90 days, 
Government-issued ID from one of the European countries. 


Click on the below link to upload the document and so verify the 
address: https://securefiletransfer.moneygram.com/mail?to=OnlineDocuments@moneygram.com 


Please follow the steps: 


Enter their e-mail address in the Sender e-mail field. 

Click the ATTACH FILES(S) button to attach the required document(s). 

Enter the following in the Message Subject field: MGO Address Verification. 
Enter Document in the Message Body field. 

Click the SEND NOW button. 


D eU el 


IBAN 


| will be glad to check that information for you. IBAN number or international bank account number is a 
universally accepted numbering system that is used to help identify an international bank account. You 
can ask your recipient for it. You will be asked for it if you are sending money to a bank account. 


Closed not paid 


When was the last time you spoke with your recipient? 

What is the purpose of the money? 

When was the last time you met your recipient in person? 

May | know when was the last time you met your recipient face to face? 

Where the receiver attempted to pick up the funds? May I have Business name, City, State? 


| will escalate this issue to a higher department. MoneyGram will investigate the case further, 
once the resolution is available you will be informed by email, MoneyGram resolves these cases 
quickly, however, the maximum period it would take is 90 days if needed. Your case number for 
this investigation is 123456789. 


Chat id: 02151203 trx id: 166668529 sender was checking status since receiver was unable to 
collect, possible wrong pay out, educated the case will be escalated to complaints. 


Open the MoneyGram website and click Sign Up 

Enter your valid e-mail address. 

Create a password that matches password requirements listed. 

Enter your valid phone number in the correct format 

Fill out the Personal Information and Home & Billing Address 

MoneyGram Plus Rewards Program offer screen will open, giving you an option to enroll for the 
program and select how you want to be notified of special program-related offers. 
Click Sign Up to proceed, or No, Thanks to exit. 

Choose your transactional and promotional preferences. 

Once the profile is created, confirmation screen will display 

You then might be asked to upload ID to verify your identity 

You will get a welcome e-mail and be able to send your first online transaction. 


TerraPay 


MoneyGram Powered by TerraPay is a send-only mobile app developed by TerraPay, that enables 
customers in South Africa to stage transactions and complete them at any PEP agent location. PEP is 
the South Africa single largest brand retailer operating multiple stores across the region. 


To send money you need to install the mobile app MoneyGram Powered by TerraPay and create a 
profile to be able to transact. After you’ve registered and your account has been validated, you will 
be able to send 

Money (10 Minutes and Directed Sends transactions). 


To send money: 

1.Tap on "Send Money” and then select "Someone New” or select a previous recipient. 

2. Once you’ve entered all the details, you have 24 hours to pay for your transaction at any PEP store 
location. 


Sender was inquiring about sending money through terrapay, educated how to send money with 
MoneyGram App powered by Terrapay 


Become an Agent inquiry 


You need to submit the request form on the MoneyGram website under the Become an Agent section. 
Once the form is submitted, MoneyGram will contact you back within 10 - 14 days. 


Sending agent wondering how to become an agent, informed to submit form online. 


Expired Transaction 


Your request has been escalated and the money will be refunded to the original funding source within 10 
business days from the cancelation date. 


chat id:02267259 trx id:162060445 sender requested to refund, transaction expired, advised case was escalated to 
settlement, educated about refund time frame 


**Terms & Conditions**MoneyGram Payment Systems, Inc. (“MoneyGram”) is offering a $5.00 
Amazon.com Gift Card to consumers who complete their first online money transfer in the United 
States (the “Offer”). 

The Offer is valid for one (1) Amazon.com Gift Card claim code with a value of $5.00 (the “Gift 
Card”) per consumer, who is at least 18 years of age, or the age of majority in their place of 
residence in the United States (an “Eligible Consumer”), who completes their first money transfer 
transaction in the current month and not in the 11 months prior, through MoneyGram Online via 
moneygram.com (“Qualifying Transaction”). 

Eligible Consumers who cancel their money transfer will not be eligible for a Gift Card. Eligible 
Consumers will be sent instructions on how to claim and use your Gift Card within [14] days of 
their Qualifying Transaction. You will have 90 days to claim your Gift Card by applying it to your 
Amazon.com account. 

To redeem the Offer, an Eligible Consumer must (1) sign in to his or her Amazon account, (2) 
click “Apply a Gift Card to Your Account,” and (3) enter the claim code and click “Apply to Your 
Account.” Claim code expires 90 days after the date of email or text message from MoneyGram. 
Only one Gift Card will be delivered per Eligible Consumer. Gift Cards are only available to use 
for online purchases of eligible goods and services on www.amazon.com. 

MoneyGram reserves the right, in its sole discretion, to cancel, modify or suspend this Offer at 
any time for any reason, including suspected fraud or abuse of this Offer and its Terms. 

Gift Cards should be treated like cash and kept securely. They cannot be replaced if lost or 
stolen. 

If you have any questions or have not received your Gift Card within 15 days after your 
Qualifying Transaction date, please contact Support at support@intent.ly. 

Amazon.com is not a sponsor of this Offer. 

Gift Cards cannot be reloaded; resold; used for payment outside of www.amazon.com or its 
affiliated properties; redeemed for more than face value; transferred for value; redeemed for 
cash; returned for a cash refund (except to the extent required by law); or used in a manner 
otherwise prohibited by Amazon.com Gift Card Restrictions and Prohibited Activities policy. 
Amazon.com Gift Cards are issued by ACI Gift Cards LLC, a Washington limited liability company. 
All Amazon ®, ™ & © are IP of Amazon.com, Inc. or its affiliates. Gift Cards do not expire. No 
service fees. 


Pending Transaction 


Let me inform you all transactions are reviewed by MoneyGram due to security reasons. A 
MoneyGram representative was calling you regarding the recent transaction, we need more 


information regarding the transaction to be processed. To better assist you, a representative from a 
dedicated department will call you. The number of the case is 28782516 and the next representative 
who will call you will be able to verify this number to you. 


To send money online you can download the MoneyGram app or use the website to register your account 
and once you are logged in you will be able to submit your money transfer. 


LOBSTR inquiry 


You are able to initiate/stage a deposit in the digital wallet app, indicate the amount in the local currency 
(e.g. dollars, pesos, euros, etc.), select a desired agent location where you want to deposit (send) funds 
and enters your personal information, along with the ID type and number; then you can go to the selected 
location with this ID to complete the transaction. Funds should appear in the wallet within 5 minutes after 
the transaction is paid for and Reference Number is generated. 


Agent Locator 


You are able to search for locations using the option Find Location on the website and app, here 
is the link https://www.moneygram.com/mgo/us/en/locations/ 


Hello Paul I will be glad to assist you with that information, let me tell you that you are also able to 
find locations using the option Find Location online. In order to assist you may | have the zip code? 


Thank you. How would you like to receive the location information? Here on the chat or would you like 
me to send it through email or text message? 


You will be receiving one text for each location separately. 


| will suggest you to try our MoneyGram application. You can use it anytime and anywhere, with a 
memorized list of receivers and the possibility of creating and sending transactions in just 30 
seconds. 


Receiver Bubbles 


To delete a receiver bubble click on the receiver bubble you would like to delete and then click the 
Delete Receiver option. After that click the Yes, Delete Receiver or Delete Receiver option to confirm 
and completely delete the receiver bubble. 


Let me inform you that your profile will be reviewed and you will be able to log in and send money 
after 24 hours have passed from now, however if you still unable to use your account after that time, 
you should go to a store location to the send money. 


chat id:02378226 prof id:28235933 sender was having issues to log in due to card tainted, advised to 
try to log in and send after 24 hours have passed and to send from store if is still unable to access 
acc 


Tainted Profile 


Thanks for your time. Let me tell you that your profile will be reviewed and you will be able to 
attempt to transact after 24 hours have passed from now, if you are still unable use your account 
after that time, please go to a store location to send money. 


chat id:02384936 prof id:29982972 sender was having issues to log in, due to card tainted in profile, 
advised to try after 24 hours and if still unable to use account, advised to send from store location 


Crypto 


Buying crypto: You need to initiate a purchase from your MoneyGram online profile by selecting the 
crypto you want to buy and paying with a debit card. 


Selling crypto: You need to initiate a sell from your MoneyGram profile by entering the amount and 
crypto currency type you want to sell and entering your debit card details. 


Tainted Profile 


Thanks for your time. Your profile will be reviewed by MoneyGram, please attempt to transact after 
24 hours have passed; if you are still unable use the account after that time, you should go to a store 
location to send money. 


chat id:02429965 prof id:14107278 sender having issues logging in, due to card tainted, advised 


profile will be reviewed, informed to try again in 24 hours and if still having issues to send from store 
location 


Send to Wallet 


| will be glad to assist you with that information. The wallet number is the recipient's phone number 
linked to their wallet account. You will be asked for it if you want to send funds to your recipient's 
wallet account. You have to ask your recipient for the wallet number needed. 


LO7 - Authentication Fail 


Thank you for the information. You will need to verify your ID on your account, please log in again and 
this time you will be asked to upload your ID. 


chat id:02463835 prof id:27513505 sender wondering about closed account, advised needs to verify 
ID, advised to log in and will be asked to upload ID 


L17 


| will submit the request to the proper department so your phone number can be updated on your 
online profile. Please allow us 24 hours to complete the request. You will get an email once the 
change is done. 


Please try to log in to your account, this time you will be asked to verify your ID. Then you will be 
able to update your phone number. 


AAA Phone Number from: +1 505-910-7488 to: +1 505 313 6848 
Password assistance 
Please log in to upload your ID and update the phone number after you log in. 


chat id:02466443 prof id:15447286 sender was unable to reset password due to old phone number 
on profile, advised to log in and verify ID 


chat id:02466537 prof id:13971394 sender was having issues with receiving OTP, advises to upload 
ID and then log in. 


Earl Frank 
Brewer 
Dennis M 
Armenta 


